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2016 target Performance Summary of progress in 2016 2017 targets and plans

Customers

Customer service to continue to be a key 
priority for Taylor Wimpey in 2016

Customer service remained a key priority during 2016. This is refl ected 
in our new ‘Working Together’ approach. A proportion of our senior 
management bonus relates to customer service. We received a four-star rating 
from the Home Builders Federation (HBF) customer satisfaction survey in 
March 2016.

Finish introducing and start to embed 
our new customer approach

We continued to embed our customer approach through training and guidance 
for employees such as our Customer Journey Manual, Home Quality Inspection 
Guide and Customer Service Manual. 

Continue training for all our 
customer-facing roles

All employees working in our Customer Service Teams have been trained on 
our customer journey process. We have launched a series of training Academies 
to help further develop the skills and capabilities of our customer-facing teams.

Launch our Marketing Academy and 
continue with our Sales Academy

We launched our Marketing Academy that identifi es the skills required by 
marketing staff and provides a manual of best practice and guidelines for 
all marketing activities. We continued with our Sales Academy which includes 
internal and external courses to build the skills, knowledge and expertise 
of our Sales Teams.
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Launch our TouchPoint 
customer portal to strengthen 
customer communication 
and interaction

Launch our Academy 
of Customer Excellence 
training programme



Key  Achieved  In progress  Not achieved

2016 target Performance Summary of progress in 2016 2017 targets and plans

Placemaking and design

Continue to focus on placemaking 
including green infrastructure

We used our Guide to Placemaking, Our Approach to Sustainable Development, 
Our Approach to Planning and Preparing a Design and Access Statement 
to embed a placemaking approach and commissioned an independent review 
of our performance by an expert in urban design.

Continue to develop a standard range 
of apartments

Development continued during 2016 and we will be introducing a range 
of standard apartment types in 2017. This will help us to increase the number 
of units per site and offer a variety of properties to suit different budgets.

Develop a range of houses that meet the 
new UK Government technical housing 
standards and security standard

Following the government’s Housing Standards Review, a range of our house 
types now comply with the new Nationally Described Space Standard and the 
optional higher level of accessibility in the building regulations. These can be used 
by our regional businesses in cases where local authorities have requested 
homes built to space standards or with enhanced accessibility.

DELIVERING CUSTOMER SERVICE
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Launch our Design Academy 
training to further embed our 
placemaking approach

Carry out post-occupancy 
research on completed 
developments to help us 
understand customer 
views on placemaking

Launch our range of standard 
apartment types

Work with our Design Competition 
winner to enhance and improve 
our existing typology



Key  Achieved  In progress  Not achieved

SELECTING LAND

2016 target Performance Summary of progress in 2016 2017 targets and plans

Land

Continue to focus on selecting the right land 
and developing it in a sustainable manner

Our Land Teams continued to integrate social, economic and environmental 
considerations into the land acquisition process. Our teams continued to 
use our Land Quality Assessment process and our Approach to Sustainable 
Development and Our Approach to Planning documents to help them identify 
and address relevant sustainability factors. We updated LAMP in 2016 and 
strengthened its provisions in relation to fl ooding as well as adding information 
and updates on dealing with asbestos in soil, fracking, sustainable drainage and 
the Cleaner Construction Machinery for London initiative. 

,

Continue to source more than 40% of 
completions from the strategic pipeline 
in the medium term

A record 51% of our completions were sourced from the strategic pipeline. 
This enables us to plan for the longer term and, because we are involved from 
an earlier stage, to have more infl uence over the quality of the places we create.

Convert on average c.6,000 plots per annum 
in the medium term

We converted 9,519 plots from the strategic pipeline to the short term landbank.
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,,,Continue to focus on selecting the 
right land and developing it in a 
sustainable manner

Continue to source more than 
40% of completions from the 
strategic pipeline in the 
medium term

Convert on average c.6000 plots 
per annum in the medium term



Key  Achieved  In progress  Not achieved
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Planning and community engagement

Continue to maintain best practice 
community engagement

We create a tailored planning and community engagement strategy for each 
site that refl ects local circumstances using our Community Engagement toolkit. 
Our approach goes beyond regulatory requirements, with engagement starting 
before we submit a planning application and continuing throughout the 
development process.

Embed the Building our Reputation 
employee guidance

The Building our Reputation toolkit provides information and practical tools 
to help our employees communicate honestly and openly with communities 
and customers through the development process. We are developing an online, 
interactive version of the toolkit that will be launched in 2017. 

Continue to investigate ways to engage 
with a wider and more diverse range 
of people within local communities

We trialled the use of social media updates via Facebook and Twitter to 
reach a wider range of stakeholders who may not participate in traditional 
engagement techniques.

MANAGING THE PLANNING AND COMMUNITY ENGAGEMENT PROCESS

PROGRESS AGAINST TARGETS CONTINUED
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Continue to maintain best practice 
community engagement

Continue to investigate ways 
to engage with a wider and more 
diverse range of people within 
local communities
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Environment

Continue with our energy construction 
detail audit and develop action plans from 
our fi ndings

We completed our audits of the energy effi ciency performance of completed 
homes. This identifi ed a number of areas for improvement including 
inconsistencies in the way that doors and windows are installed. To address this, 
we are trialling a simpler approach to constructing door thresholds and working 
with suppliers to make it easier for window frames to be installed correctly.

Continue to investigate smart home 
and renewable technologies as part 
of Project 2020

We continued piloting smart and intelligent home technologies which can make 
it easier for customers to control and reduce home energy use and save money 
on their energy bills. We are rolling out smart thermostats that allow customers 
to control their heating and hot water remotely in six regional businesses as an 
option in new homes.

Continue to regularly revise and update 
our environmental management system 
and procedures to ensure best practice 
in environmental management

Our environmental management system is regularly reviewed by our HSE 
advisors and by our external environmental advisors to ensure it refl ects changes 
in regulation and best practice.

Continue to progress towards our carbon 
intensity reduction target of 25% by 2018

We have reduced scope 1 and 2 carbon emissions intensity by 24% since 2013. 
We are close to meeting our target of 25% intensity reduction by 2018.

GETTING THE HOMEBUILDING BASICS RIGHT
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Reduce our scope 1 and 2 
greenhouse gas emissions by 
25% per 100 sq metres of 
completed homes by 2018 
compared with 2013

Launch a network of sustainability 
champions to improve our data 
and encourage colleagues to use 
resources effi ciently

Continue to identify and 
implement opportunities to reduce 
energy use and carbon emissions 
from our show homes, offi ces and 
site compound buildings



2016 target Performance Summary of progress in 2016 2017 targets and plans

Environment (Continued)

Continue with our energy reduction 
programme on sites, in sales areas 
and in offi ces

We reviewed the specifi cation for our site compound buildings to reduce the 
overall amount of space we need to heat in each building and reduce heat loss 
from people coming in and out. We engaged with Sales Executives at many of 
our show homes to show how adjusting the thermostat timer can save energy 
and money. This could reduce energy use by around 40% in show homes, 
resulting in around a 1% reduction in our carbon footprint. 

Reduce our mains water consumption 
from our metered UK offi ces by 6% per 
full time employee on a 2014 baseline

We achieved a 42% reduction in the water intensity of our metered offi ces 
(per full time employee) far exceeding our target of a 6% reduction on a 2014 
baseline. The reduction is due to a combination of moving into more water 
effi cient offi ces, addressing water leaks, implementing effi ciency measures and 
an increase in the number of employees in these locations which affects the 
intensity measurement. 

Continue to participate in the CDP 
water benchmark

We participated in the CDP water benchmark for the second time in 2016. 
This assesses companies’ corporate water stewardship practices and 
performance. CDP gave us a score of B-, slightly below the overall CDP average 
score of B. 

Tighten reporting processes for all leaks and 
prepare best practice guidance for water 
management on sites

We added best practice guidance on water management to our intranet, 
including information on resolving leaks from pipes and taps. This will be 
promoted to Production Teams in 2017. 

Key  Achieved  In progress  Not achieved

GETTING THE HOMEBUILDING BASICS RIGHT
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Continue to participate in the 
CDP water benchmark

Reduce our mains water 
consumption from our metered 
UK offi ces by 3% per full time 
employee on a 2016 baseline
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2016 target Performance Summary of progress in 2016 2017 targets and plans

Environment (Continued)

Develop and implement action plans for 
reducing construction waste

Following waste audits of a number of our regional businesses, we have 
identifi ed areas for improvement including materials storage areas to reduce 
breakages, waste storage areas, making colour coding for waste sorting more 
consistent and more training for employees and suppliers.

As a minimum maintain construction waste to 
2015 levels

We missed this target with waste intensity increasing by 5.9%. The increase in 
waste in our business is refl ected across our industry. We believe this is mainly 
due to skills shortages and more staff and subcontractor turnover on site 
resulting from continued growth in the sector, making it more challenging to 
embed our waste reduction strategy. 

Continue to review our biodiversity practices 
and focus on green infrastructure

Our Guide to Green Infrastructure will be launched in 2017 to help our teams 
successfully plan and implement green infrastructure. We launched a new 
partnership with the Wildlife Trust to help us support biodiversity on our sites and 
to engage residents on the wildlife and natural environment around their homes. 

GETTING THE HOMEBUILDING BASICS RIGHT

PROGRESS AGAINST TARGETS CONTINUED
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As a minimum, maintain 
construction waste to 2016 levels

Continue to review our 
biodiversity practises and focus
on green infrastructure



2016 target Performance Summary of progress in 2016 2017 targets and plans

Supply chain

Start to implement new sustainable 
procurement practices

We commissioned an external review of our approach to sustainable 
procurement during 2016. This identifi ed a number of opportunities to 
strengthen our approach in areas such as supplier criteria and engagement that 
we will be reviewing during 2017. We joined the Supply Chain Sustainability 
School to help us develop our approach and share information with suppliers. 
We produced our fi rst Statement and strengthened our procedures in a number 
of areas in line with the requirements of the Modern Slavery Act.

Continue to engage with our suppliers with 
regards to Project 2020

We worked with a number of suppliers to test new approaches to design, 
technology, materials and construction techniques through Project 2020. 
We will be using the results of our research to integrate new approaches 
into our future developments. 

Integrate anti-slavery clauses 
into our supplier framework 
agreements and contracts

Train Commercial, Production 
and Technical Directors and 
procurement staff on our 
approach to preventing modern 
slavery in our supply chain

Work with the Supply Chain 
Sustainability School on 
sustainability and resource 
effi ciency in our supply chain

Review supplier compliance 
with our timber policy

Map our main materials by 
country of origin and publish 
the results

Continue our Project 2020 
pilot projects and integrate 
successful new approaches 
into our developments

GETTING THE HOMEBUILDING BASICS RIGHT

PROGRESS AGAINST TARGETS CONTINUED

Overview
Selecting 

land
Planning and community 

engagement process
Getting the homebuilding 

basics right
Our  

people
Optimising 

value
Governance, management 

and performance
Delivering 

customer service

Taylor Wimpey plc Sustainability Report 201653



2016 target Performance Summary of progress in 2016 2017 targets and plans

Health and safety

Continue to embed The Operatives’ 
Journey HSE Theme initiative and provide 
training for our Site Support Teams

We continued to embed the Operatives’ Journey process to prevent an 
overload of safety messages, avoid ‘safety sign blindness’ and engage 
site workers on safety.

Each site now has a Site Support Team, with representatives from both 
Taylor Wimpey and our contractor staff. During 2016 we have been running 
training sessions and team building events for our Site Support Team members.

Improve or, as a minimum, maintain the same 
Annual Injury Incidence Rate achieved in 2015

In 2016 there was an increase in reportable and major injuries refl ecting 
an increase in accidents involving slips, trips and falls and material handling. 
During 2017, there will be an increased focus on housekeeping on site to 
reduce slips, trips and falls and we will be working with our suppliers on 
manual handling of bulky items such as doors and staircases.

Introduce a one-day HSE 
Update Training session 
for our contractors’ 
groundworks supervisors

Introduce an improved safety 
system for ground assessment 
and selection of plant and working 
near underground services for 
our groundworks contractors

Carry out HSE Training sessions 
for all our Site-Based Support 
Teams (Blue Hats)

Improve or, as a minimum, 
maintain the same Annual Injury 
Incidence Rate (AIIR) achieved 
in 2016

Key  Achieved  In progress  Not achieved

GETTING THE HOMEBUILDING BASICS RIGHT
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Our people

Produce a diversity and inclusion strategy 
and action plan

We developed a diversity and inclusion strategy during 2016 focusing on the 
impact of leadership on creating and maintaining a diverse and inclusive culture; 
improving how this is embedded into our policies and procedures; and refl ecting 
our commitment to diversity in our customer interactions. We established a 
Diversity and Inclusion Strategy Committee, chaired by one of our Divisional 
Managing Directors to help us implement our new approach.

Continue to develop our new talent 
and succession process and 
competency framework

We have succession plans in place for the position of regional director and 
above. Managers use our succession competency framework to provide 
feedback on employees’ performance in relation to their current role and future 
roles they may aspire to move in to. We carry out a talent review every six months 
to provide our leaders with an update on succession strengths and risks.

Introduce our new Senior Management 
Development programme and continue to 
update and enhance our current management 
development programme

We continued to develop our training for our senior managers including our 
Realising Leadership Potential and Inspirational Leadership courses.

Launch our Production Academy We launched the Taylor Wimpey Production Academy, a year-long training 
programme through which our employees can develop their skills and complete 
an NVQ Diploma in Residential Site Supervision or Management. Over 160 
employees have enrolled in the NVQ element of the programme to date, with 
many others completing the technical and management modules.

Launch our diversity and 
inclusion e-learning module 
for all employees

Update our appraisal framework 
to assess employees on how 
they live our values

Launch ‘Manager as Coach’ 
to help managers integrate 
coaching into their role as 
team leaders

Expand our succession planning 
to focus on successors to 
Regional Directors and ‘Heads of’ 
roles, high potential emerging 
talent and high potential graduates

Key  Achieved  In progress  Not achieved
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Our people (Continued)

Review our apprentice and management 
trainee programmes

We recruited 147 apprentices (including 54 site management apprentices), 
30 management trainees and 20 graduates in 2016, whilst improving our 
apprenticeship schemes across a number of areas.

Continue to improve employee benefi ts We offer a range of benefi ts to give employees choice and fl exibility and 
continued to develop these during 2016. This included updating our benefi ts 
for new parents including increasing pay for employees on maternity and 
paternity leave.

OUR PEOPLE

PROGRESS AGAINST TARGETS CONTINUED
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Launch our Code of Conduct

Launch our induction e-learning 
programme for new employees

Update and enhance our 
Management Trainee Programme



Key  Achieved  In progress  Not achieved
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Optimising value

Continue to add social, economic and 
environmental value to the wider communities 
in which we operate and continue to report 
on progress

We made a major contribution to communities across the UK through our 
planning agreement obligations (Section 106 agreements and Section 75 
agreements) which were worth £363 million (2015: £335 million) in 2016 
and supported the provision of affordable housing, community and leisure 
facilities, educational funding, jobs for local people, public art and green spaces. 

Explore further ways to have a major 
impact on charities through partnership 
as well as donations

At the end of 2016 we introduced a new framework which provides employees 
with two full days or four half-days paid time off to support one of our charities 
or local community projects as volunteers. This will benefi t our charity partners 
and provide development opportunities for our people. 

Organise another company-wide fundraising 
challenge for our employees

Hundreds of our colleagues took part in this year’s Taylor Wimpey Challenge, 
raising more than £180,000 for charity. Over half the money raised is being 
used to support the Youth Adventure Trust which helps vulnerable young people 
from diffi cult backgrounds to gain confi dence and fulfi l their potential. 

Continue to add social, economic 
and environmental value to the 
wider communities in which we 
operate and continue to report 
on progress

Roll out our volunteering framework 

Organise another company-wide 
fundraising challenge for 
our employees

OPTIMISING VALUE

PROGRESS AGAINST TARGETS CONTINUED
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