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Welcome
As everyone will be acutely aware, this period has
been dominated by COVID-19; and I have no doubt
that the topic will feature prominently on every page
of this Newsletter. The pandemic delayed the issue of
the Spring Newsletter and will, undoubtedly, influence
the tone of this.
First and foremost, I wish to take this opportunity to
express my gratitude to all those STM Key Workers
have continued to deliver an invaluable service, often in the most difficult of circumstances. Whilst my
thoughts are also with those staff who, unfortunately,
had to be furloughed, I am pleased that (at the time of
writing) the vast majority have been able to return to
full-time work. HR have also closely monitored those
who have Self-isolated, or have Shielded for other reasons, and I am pleased to report that no serious illness
has been reported in relation to any STM employee.
Although the Transport Sector has continued to operate throughout the coronavirus pandemic, it has presented a number, of challenges including short notice
reductions, and material increases, to manning requirements. An example of this was the Network Rail
request on Thursday 11 June 20, to provide an extra
300 personnel across a number of high profile, mainline, stations at 0600 the following Monday (15 June 20;
the day shops opened, and many returned to work).
The STM operational management team worked tirelessly over the weekend to ensure we delivered an effective response to those requests, for assistance in
enforcing compliance with a wide range of important
social distancing measures.
Ensuring all staff are provided with appropriate PPE
has also been a challenge, but one to which the team
has risen with an admirable determination. I would,
therefore, not only salute the magnificent front-line
STM Heroes, but also those “behind the scenes”, without whom task achievement would have been impossible. We have no idea how long the impact of this
pandemic will impact upon STM, but I have every confidence that by working together as “One Team” STM
will continue to rise to the challenge.
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Of course, circumstance will (eventually) change, and it
is clear that we must also start to take positive steps in
order to be ready for how the post-COVID world might
look. We have used the last couple of months to review and refresh our policies and procedures, as well
as introducing new initiatives to not only help promote
the STM Brand, but to also emphasise the organizational support available to our “internal customers”.
In line with our commitment to continuous improvement, we have also made some positive senior personnel changes. It, therefore, gives me great pleasure
to welcome Chris Gibbs to STM, as the new STM Director of Cleaning & Corporate Solutions. Chris joins us
from Carlisle Support Services, where he was recognized as one of the very best operators in the Soft FM
market. I have no doubt that Chris will quickly become
an invaluable member of the STM Senior Management
Team, and am very appreciate of the fact that Chris
clearly recognises the obvious potential within STM.
Through the ongoing application of the Support, Trust,
Manage Philosophy, we will continue to provide help
and encouragement to all STM staff, in order that they
have every opportunity to fulfill their own potential. I
have been impressed, particularly in recent weeks, by
the enthusiasm, commitment and sheer professionalism demonstrated by all involved with the organization. This reflects the STM “One Team” at its very best.

Support, Trust, Manage the STM way.
Paul Jacomb,
CEO
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HEAD OFFICE JOINERS
Chris Gibbs has joined STM as the Director of Cleaning and
Corporate Solutions. He has spent the last five years working
for Carlisle Support Services, three of those as their Director of
Operations - Cleaning, Industrial and Retail. In this time, he doubled
the size of the division through market penetration and product
development.
He was the keynote speaker for the Living Wage Foundation at the
2019 Cleaning Show, and took all of his inherited contracts, in his
previous role, from minimum to living wage.
Chris is an avid promoter of the business on social media, in
particular LinkedIn, and has over 10,000 connections that he
reaches out to in order to enhance industry awareness of the

Chris Gibbs
Director of Cleaning and Corporate
Solutions

business, and to extend his own knowledge of the industry.

He is a current 3rd year MBA student studying subjects, such as: Marketing Strategy, Operational Strategy,
Performance Leadership, Performance Leadership, Attracting & Retaining Talent, Innovate to Win, Finance,
Leading & Managing change, Managing Corporate Reputation, Coaching and Mentoring, A Strategic
Approach to Finance and Corporate Strategy.
Chris is father to three children…Oliver, Erin and Pippa and partner to his better half Kate.
He lives in Stourbridge in the West Midlands, but is originally from Hull. He has competed in the Cambrian
Patrol and the Hull marathon. He’s also met the Queen, during his time in the military.
He escapes it all by playing poker, cooking, listening to audio books, reading and meditation… He is a lover
of quotes, his idol is Abraham Lincoln and some of his favourite quotes are:

The best way to
predict your future
is to create it.

My concern is not

You cannot escape

Stay away from

that you have failed,

the responsibility

negative people, they

but whether you are

of tomorrow by

have a problem for

content with your

evading it today.

every solution.

failure.
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HEAD OFFICE JOINERS
As part of the strategy for growth, Tristan Kelly has joined STM Group

Tristan Kelly
Business Solutions Manager

as the Business Solutions Manager and will be working with the rest of
the team to push deep into the existing market place and others. Tristan
has been providing innovative solutions within the FM Industry since
2005. He has a proven track record in delivering business solutions,
including securing the £2.5mln cleaning services contract for Luton
Airport, which involved mobilising 97 employees under TUPE.
In that time, he has worked with property developers like Argent &
British Land, property management organisations, such as Broadgate
Estates & Land Securities, and a number of companies who provide a
mixture of hard and soft FM services. In 2016, he worked closely to integrate individual FM providers at
the prestigious urban regeneration development, King’s Cross. The project’s outcome was the successful
collaboration between 5 FM providers to unify their 160-team members behind the client’s vision and
goals, thus creating a One-Team ethos.
Tristan is passionate about working with brand-led organisations and very much looks forward to working
with STM Group.

HEAD OFFICE PROMOTIONS
During the last few months, we have seen a number of structural changes within the organisation. We
would like to congratulate the below members with their promotions!

Dan Reed

Arevika Stepanian

Matthew Smith

Senior Operations Manager

Head of Marketing & Communications Senior Operations Manager

Journey from an Apprentice to HR Officer
Anisa Miah has recently been promoted to HR Officer on the MTR
Elizabeth Line contract.
Anisa joined us originally as an apprentice and then as an HR
Assistant. Anisa’s hard work and determination to help colleagues
has shone through and is deserving of this new opportunity. We
wish Anisa well in her new role.

Anisa Miah
HR Officer

Sending the Message
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BUSINESS
OF THE
YEAR 2020
WINNER
We are delighted to announce that STM Group
has won the ‘Business of the Year 2020’ award
at the BSIA’s prestigious British Security Awards.
Organised by the British Security Industry Association, the British Security Awards celebrate
the achievements, acts of bravery, and innovations made by those operating within UK security industry. This particular award recognises a
non-SME business, working within the security
sector, which has made a significant industry
impact in the last 12 months.
For the first time in its history the Event was
held online, providing the opportunity for
everyone to join from their homes or places of
work, and enjoy the occasion. These high profile Awards are universally accepted as an acknowledgement of the very best within the UK

Security Industry. STM Group was shortlisted in
three categories as follows:
•

Outstanding Individual Contribution (Paul
Jacomb, CEO)

•

Best Innovation

•

Business of the Year

The Business of the Year Award is a direct reflection of the fantastic progress which STM has
made over the last 12 months. We would, therefore, like to take this opportunity to thank every
internal customer for their part in enabling this
wonderful journey to happen.
Huge “One Team” congratulations to all #stmheroes.

SHORTLISTED in the following awards:
- National Rail Awards (17 Sep)
- Women in Rail (22 Sep)

Sending the Message
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CELEBRATING
SUCCESS
2020
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2020 year has certainly been a challenge for everyone across the world. The
last few months, in particular, have, undoubtedly, presented a wide range of
COVID-related challenges for STM.
However, it demonstrated the unique ‘One Team’ culture that we have in the
organisation, and shown how supportive everyone is of each other.
We were pleased to win our third award in 2020 at the BSIA's British Security
Awards as the 'Business of the Year'. We decided to celebrate it and take a picture of the Senior Team (with some being absent, unfortunately) at the iconic
location, in one of the most beautiful cities of the world, London.
As you are already aware, in 2019, STM embarked on a new chapter, appointing an experienced CEO, Paul Jacomb, restructuring its management team,
and developing a service strategy around continuous service improvement.
We have seen massive improvements within the organisation and are proud
to have all of our internal and external customers being part of this new chapter.
We are committed to continuing our work in close partnership with both our
internal and external customers, as an integral part of cohesive collaboration, and will ensure that we deliver the 'Best in Class' service.
Here is to more awards, to more improvements and happy moments.
Thank you for choosing STM.

Sending the Message
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OPERATIONAL
UPDATE
'We will continue to review
our processes and methods of
Operations; the focus will be on
staff welfare, morale, and high
standards of performance on all
contracts.'
Hi Everyone,

I

would like to start my update by saying a BIG THANK
YOU to all, who worked continuously throughout the
Covid-19 Pandemic. Your work ethic and dedication to
your roles was nothing less than heroic!
At the beginning of the year, we had a lot of business improvement plans ready to commence and then, out of
nowhere, the world was hit with Covid-19. During this period, we witnessed some marked improvements in service
delivery across all the contracts. Needless to say, we were
stopped in our tracks as our country went into Lockdown,
a phase that will be embedded in people’s lives for many
years to come…
I thought I would take this opportunity to share with everyone some of the highlights on how we responded to the
situation and what operational activity continued.
LOCKDOWN This demonstrated the STM Support Trust and Manage
ethos, as we acted quickly in Supporting our staff, clients
and each other, Trusted our teams to maintain service within our business with minimum supervision, and Managed
our contracts throughout without any issues at all.
With support from the outset from our CEO, Paul Jacomb,
we were given the green light to take every measure possible to ensure the safety of all our staff. We immediately
arranged a Work from Home (WFH) Strategy for all that we
could, ensuring we had adequate safety measures and also
effective operational management, maintaining our service
delivery levels to our clients. No easy Task!
Our Regional Managers quickly put plans together and we
vacated our office. Over a couple of weeks, we have learnt
to operate in a completely different way, being initially
isolated from each other. It was strange for everyone, at
10

Sending the Message

first, but after only two weeks we
all seemed to get the hang of it.
I doubt that there is anyone now
in STM who is not familiar with
ZOOM or TEAMS anymore. Even
myself, as a technophobe, I honed
my skills quickly! Weekly ‘virtual’
meetings were established with
all our teams and we had regular
client bulletins and CEO updates
sent to all staff.

many other businesses, but we
managed to grasp the intricate
detail and quickly became familiar
with the requirements. I would
like to thank our Finance & HR
teams, who worked hard with our
Operations teams, in the collation
of rosters and hours information,
to ensure staff were paid correctly. It was a very challenging
process, so a Big Well Done!

On the front line is was more
difficult, with our courageous staff
having to travel to work with limited transport availability and being
exposed to risks. In addition to
this, there were the very sad news
daily being announced about
the loss of loved ones across the
world, and it fills me with emotion
even now, as I write this column.
Our thoughts remain with all
those who have lost friends and
loved ones.

During the lockdown, our frontline teams and management
have worked tirelessly. We have
managed to maintain our service levels without fault, during
one the most difficult times this
country has faced, and we saw
some great examples of dedication and resilience as staff continued with their everyday taskings
and never complained, having to
adopt quickly to social distancing
measures and other restrictions,
relative to Covid, whilst at work.

We immediately carried out some
initial Covid Risk Assessments and
had them distributed as quickly as
we could, adhering to the various
safety measures that were put in.
As a business, we had to Furlough
a fair number of staff to safeguard
both STM and their continued
employment. Clients, throughout,
have been fantastic in supporting us with a number of different
arrangements and agreements
quickly put in place to support
our staff. It took us a little while
to come to an understanding of
the Furlough scheme, as it did for

erational taskings, which are
included in the next few pages.
THE FUTURE
We will continue to review our
processes and methods of Operations; the focus will be on
staff welfare, morale, and high
standards of performance on
all contracts, achieved by good
solid robust management
and improved processes. As
a business, we will be looking
for new opportunities and
business growth whilst, at the
same time, maintaining and
building on our reputation.
Lots more to come!
I give thanks to you all and
look forward to the next newsletter.
Warmest Regards,
Terry Ketley
Operations Director

There are some great stories that
will be shared in time, some of
which we have captured from our
frontline staff, most of whom became the only people that some
of our Key workers would see on
a daily basis, as they travelled to
and from work. Our Head of Marketing & Communications, Arevika, will surely be sharing these in
the coming weeks.
Even though we were all working
in demanding conditions, we still
managed to mobilise two major
projects and carry out other op-

I doubt that there is anyone now
in STM who is not familiar with
ZOOM or TEAMS anymore. Even
myself, as a technophobe, I honed
my skills quickly!
Sending the Message

11

Network Rail – Deployment of over 400 staff to stations to maintain social distancing.
STM was asked by NWR to supply a large number of staff,
at a very short notice, to be deployed at 4 main line stations within London. The teams worked over the weekends
to ensure we had all the required rotas and staff numbers
in place. We then had to ensure that uniform and Covid
PPE was issued to all. This has been a great success, with
staff performance being at its best. Our service delivery
has been consistent and we have received some great
feedback from our clients at NWR. In addition, we maintained a full service with our Trespass and Welfare project,
employing over 100 staff per day at various stations along
the South Western Railway route.

O P E R A T I O N A L

U P D A T E S

STM South Business Unit Restructure
STM has completed its review of the South Business unit
and has rolled out the new structure, which is aimed at
supporting the organisation to effectively manage its current portfolio and prepare for taking on any new business,
of which we hope there will be lots of! Headed by Andy
Haynes, we are confident the teams will go from strength
to strength.

Trespass & Welfare - Interventions
We are proud to share that STM heroes have successfully prevented 13 attempts of suicide, over the last three
months, and have helped countless more people with the
presence of the officers at the stations.

Arriva Rail London - new contract
We have signed a new contract with the ARL to provide
security, customer service, crowd control and ticket office
staff. STM has been providing services to ARL for over 6
years and we are proud of the collaborative relationship
that has gone from strength to strength over the years.

Introduction of the Customer Service Report
In June, STM has launched the CSR process, designed to
capture all the key contractual elements. This process
gives the clients a first-hand opportunity, at agreed fixed
monthly meetings, to provide feedback on our performance. It covers both front-line staff and senior management, ensuring full transparency. It will, without doubt,
support us in effective measurement of our service delivery, and will help us to understand where we can improve
which, in turn, will guide us towards achieving our business
objectives and mission to be the ‘Best in Class’.
12
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Visits and CEO Commendation Letters
During the Covid-19, we were restricted in management and director
visits, but we have managed to re-ignite our senior visit strategy as
things started to go back to some normality. Recently, STM CEO Paul
Jacomb, Directors Terry Ketley & Chris Gibbs, together with respective
management teams, visited a number of client locations, in order
to recognise the frontline STM Heroes. All were greatly impressed
with the first class appearance, positive attitude, and exceptional
standard of service being demonstrated by these frontline staff, in
very challenging circumstances.
In addition, during Covid-19 period, a lot of CEO commendation
letters were sent to our heroes that have gone the extra mile.
Too many to mention, but well done to those who received
these onerous commendations.
Govia Thameslink Railway Deployment
STM has successfully deployed staff to secure and protect
the GTR trains, stabled due to the pandemic. This involved
a huge amount of planning and all staff had to be trained
in PTS (Personal Track Safety). We also had to consider
the logistics of getting staff to the locations with
reduced transport.
It was challenging, however our teams made it
possible. Well done to everyone involved!
MTR Elizabeth Line
During the first 4 months of the year, the MTR
network had Rail Replacement Bus Service every
weekend, during some of the worst weather on
record. We had 3 storms whilst our staff were
stood at bus stands: Ciara, Dennis and Ellen.
During this time, every staff member turned
up for work, on time, and remained in position
throughout. They demonstrated exceptional
customer service and received many prizes
and incentives throughout from the client.
Welfare Visits
We have introduced a process of ensuring
that every staff member receives a welfare
visit, at least, at a minimum of 1 per month.
It’s very important to us that our staff have
an opportunity to engage with STM and
that they have an opportunity to express
their concerns to us, hence not letting
things fester. We value our staff, and
their wellbeing is hugely important to
us, so please use these sessions to
provide an honest feedback. These
visits are there to help both you and
us.

Sending the Message
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O P E R A T I O N A L

U P D A T E S

STM NORTH UPDATE
It has certainly been a busy time
in the North, even in the unprecedented times that we all

Security Ambassadors and Customer Service staff. It is also exciting to see, and be a part of,

that the safety of all is adhered
to and staff observe these at all
times. The team, based here,

find ourselves in, with the current Covid-19 pandemic. We,
at STM, have been extremely
proud in supporting and providing personnel to one of our
clients - the North West Ambulance Service, at their logistics
Centre, based in Preston, where
it has played a vital role in the
distribution and storage of PPE
for the NHS.

Transpennine Express channel
5 TV documentary Railway 24/7,
where a number of STM employees are featured. To watch
the episodes, please visit the official website of Channel 5.

have been outstanding during
Covid-19, which was also highlighted by the client recently.

The rail networks have been
challenging for all concerned,
where everyone had to adapt
to the changes in how we currently travel. Transpennine Express have certainly been busy,
ensuring that they provide up to
date information, and they have
kept everything consistent on
their network to the travelling
public. This has been evident
during the visitations undertaken by the STM Operations
Manager, Lee Counsill, and Regional Manager, John Bruder,
at multiple locations, including
Hull, Cleethorpes and Manchester Airport, where STM provides

14
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We have also seen Operations
Manager, Andy Parkin, and
the STM staff rise to the multiple challenges on the Nexus
contract, where extra staff has
been needed at Nexus HQ and
at their Ferry Terminal. Andy ensured that the staff have been
provided with the STM PPE and
individual hand sanitizers. It is
also exciting to share, that STM
is now providing security services at the newly opened £8.4 Million Nexus training center.
Lee Counsill has been taking a
more hands on role with our
team, operating on STM’s Intertek contract. Intertek have a key
base in Manchester’s Trafford
Park and the staff are required
to have additional training in line
with Intertek’s policies, ensuring

During the Lockdown, we have
seen changes in how the retail
industry has needed to adapt,
and this has seen Supervisor
Christian Wraight, who operates STM’s contract at The
George Shopping Centre, play a
key role in working closely with
the client and also the tenants
within the Centre. He has been
paramount, working with Lee
Counsill and the team, providing support and implementing
key social distancing measures
needed to ensure the Centre’s
reopening meets the Government guidelines.

John Bruder,
Regional Manager
North

Team STM North
In September 2019, STM relocated its North base of operations in
Manchester to a new location in
Exchange Quay. This allowed us to
continue the ethos and infrastructure that we are continuing to build
within our organization. Its facilities
and geographical location allow
STM to provide easy access for clients and staff, visiting the site, and
take advantage of the links direct to
the city centre.

We also have our state of the art
24hr communications centre, based
at the site, with highly trained dedicated staff who provide support
across all of our business units.
They ensure that all measures are
met for each client, site and role
that we provide across the company. We also utilize our North office
as a springboard, looking continually at cutting edge
innovations and
technology and provide complete solutions for our clients
and staff alike.
I certainly feel, since taking up my
role within the North, as a Regional
Manager, there has been a continued expression of organic growth.
There is a commitment to also
ensure that the right substance
is built into the infrastructure,
through the personnel we have
based here. And, most importantly,
we continue to Support, Trust and
Manage in the STM way.
John Bruder, Regional Manager

TPE CLIENT FEEDBACK
“The last year has been a fantastic

“It has been a privilege to work alongside

opportunity for STM and TPE to work

STM over the last few years and I’d like to

close in hand to bring a safe and secure

thank everyone involved for their work,

station to the people of Hull, the team

especially recently during a really difficult

have done themselves proud and I look

time for everyone”

forward to more success in the future”

-Emma Teale (Customer Experience

-Daniel Fox (Group Station Manager)

Manager)

STM HEROES
#STMHeroes - Toni Price, Security Ambassador at TPE Hull
Toni recognised a member of the public, with
children, being slightly distressed. She took
time in listening to the woman and building
her trust. The lady confided that she was
trying to get away from her abusive partner
and was taking her children to a safer place.
Toni provided support and shared information, which was great comfort to this lady

Toni Price

in her hour of need. This was recognised by
the management in the North and the client,
TPE. We are proud to have such heroes in the
organisation. Well done, Toni!

Sending the Message
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Kuldeep, you have been

promoted 3 times during your
employment with STM. How do
you feel about it and where do
you see yourself next?
I feel great. I’m always proud to share
my success story with everyone I
meet, this being during Operations
visits or at the HQ.
I had, originally, started off as a driver, promoted to a Supervisor and
then to an Operations Manager,
which is my current role. STM has given me the opportunity to utilise my
management skills and experience,
and has clearly demonstrated that
STM, as an employer, is always keen
to identify and recognise hard work,
commitment and loyalty.
At present, I am happy with where I
am as an Operations Manager. However, I do see growth of the business,
which means potential openings for
career development for me as well.
I see myself representing STM with
pride and loyalty, as they have most
definitely greatly appreciated my
hard work and commitment through
upskilling, and promoting me a number of times.

Q

What are the most challeng-

Q What is your favourite movie

ing & rewarding sides of your & why?
Rocky is, most definitely, one of
role?
my favourite films, because it’s not
just about the action, the film has a
To me, every challenge has a reward meaning, the 'never give up' aspect.
at the end of it. I am pleased that After all the challenges that Rocky
STM shares the same mantra as I do, faces, from everyone not believing in
where honesty and transparency is him and seeing him as a nobody, he
the key value and back bone to great prevails with heart, hard work, perwork ethic.
severance and commitment. He prevails and this, to me, is a 'feel good'
There are days where you can re- film.
ceive a complaint from the client,
who might be particularly demanding Somewhat, people can connect and
and specific, however, I am always understand the struggle he went
transparent with all the internal and through and, in the end, his hard
external customers of our organi- work paid off, because with the help
sation. The most satisfying and re- of a few that were with him throughwarding part is to see the client being out, he gained hope, drive and ambireassured and confident in the rapid tion to believe in himself.
response of their queries and recognising honesty. It makes me satisfied, Here’s a quote that really stood out
after a day at work, to know that it’s from the film and is quite inspirationall been dealt with and that the clients al for me:
are satisfied with the way the delivery
of the contract has been handled by “You, me, or nobody is gonna hit as
me.
hard as life. But it ain't about how
hard you hit. It's about how hard you
Turn a negative into a positive - that’s can get hit and keep moving forward;
the main goal.
how much you can take and keep
moving forward. That's how winning
is done!”

CHATTING WITH THE OPERATIONS MANAGER

Kuldeep Chumber, STM Operations Manager

Sending the Message
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12 Things Successful People Do Differently

#1 They create and pursue focused goals.
#2 They take decisive and immediate action.
#3 They focus on Being productive, not being busy.
#4 They make logical, informed decisions.
#5 They avoid the trap of trying to make things perfect.
#6 They work outside of their comfort zone.
#7 They keep things simple.
#8 They focus on making small, continuous improvements.
#9 They measure and track their progress.
#10 They maintain a positive attitude as they learn from
mistakes.
#11 They spend time with motivational people.
#12 They maintain balance in their life.

18
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'BIG BUSINESS IDEA' CONTEST
WINNERS
A huge thank you to everyone, who participated in the
‘Big Business Idea’ contest, as part of the annual STM
Employee Satisfaction survey, and submitted ideas and
recommendations on ways to improve the STM business. We were overwhelmed with the responses, and
were so pleased to hear of all the great things people
had to share with us.
Congratulations to the following contest winners:
1.
Lindsay Hibberd (Cleaning) - Incentivisation
programme for introducing New Business Leads
2.
David Evans (London 1 - MTR) – Workplace
Champions/Positivi-Tree/Head Office Ideas Box
3.
Andy Haynes (South) – Promotion of the Armed
Forces Covenant
4.
Ian Stokes (Trespass & Welfare) - Social Media
Initiatives
We will share in the next STM ‘Sending The Message’
newsletter, how we have implemented the above ideas
in the business for continuous improvement. Watch out
this space…
Our winners will be awarded £100 each.
Sending the Message
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HEALTH & SAFETY MATTERS
HEALTH & SAFETY
Coronavirus
We have been dealing with this horrific virus for several
months now. Please, keep following the Government
guidelines and information disseminated from us.
There has been no change in the Symptoms to be
expected. They are:
- Fever
- Cough
- Chest tightness
- Dyspnoea (difficulty Breathing)
In addition to the above, there could be a lack of taste
or sense of smell.
Information to date, indicates that transmission of this
type of coronavirus involves human to human contact.
To prevent coronavirus infection, the following advice
from Public Health has been issued:
-Wash your hands thoroughly with soap and warm
water, or use a hand sanitiser.
- Keep your hands and fingers away from your eyes,
nose and mouth.
- Avoid close contact with people who are infected.
If you feel you have any symptoms, contact you doctor
but do not go to the surgery. dial 111.
For any further information, visit the Department of
Health website: https://www.gov.uk/government/news/
dhsc-and-phe-statement-on-coronavirus.
For guidance on possible coronavirus & self isolation
rules, please visit: https://www.gov.uk/government/
publications/covid-19-stay-at-home-guidance/stayat-home-guidance-for-households-with-possiblecoronavirus-covid-19-infection
For guidance on list of countries and territories from
where you can travel to England and may not have to
self-isolate: https://www.gov.uk/guidance/coronaviruscovid-19-travel-corridors
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Electronic Reporting System - JotForm
With the introduction of the new Jot Form platform,
STM continues to capture any Health and Safety issues
immediately, as well as any issues around staff welfare.
These forms are a valuable asset to us as a business, so
please keep them coming.
NSI Health & Safety Forum
The NSI will be holding a Health and Safety Forum later
this year. Jeff Baines will be attending the forum and will
feedback any news following the meeting.
Health & Safety Committee
Following the STM's Health and Safety obligations, Jeff
is looking for employees, who would wish to be part of
the Health and Safety Committee. The Committee will
sit every two months and discuss any issues or best
practice. We will be commencing these meetings when
it is safe to do so.
If this is something you would be interested in, please
email
jeffbaines@stmgroupltd.com with your name and
location of work.
Jeff Baines,
H&S&E Representative

TRAINING UPDATE

Police Crime Prevention Academy endorsed

ACT

STM Training, as part of the STM Group, is

All staff should have

dedicated to the delivery of RSAS & CSAS Training.

now received the details

It is imperative that the training is delivered to

of the New ACT counter

exceptional national standards. Over the last few

terrorism application.

years, Jeff has been working with the Police Crime

This is an excellent app,

Prevention Academy to improve the standards of

full of useful data and

delivery and quality of training providers. It is with

several tests. If you have

great pride and pleasure that we can announce

not received this, please

that STM is now POLICE CRIME PREVENTION

contact your Supervisor.

ACADEMY ENDORSED.

Any feedback on this app
will be greatly received.

STM Training Programmes
STM is pleased to announce the launch of its

External Training

new South Western Railway training programme,

We have delivered several external courses and

which was put on hold. The launch date is on 11th

will continue throughout 2020. Thank you to our

August 2020.

clients for choosing STM Training.

Welfare

To All Staff

It has been a fantastic few month training the new

Please, as we go through 2020, if there is anything

welfare teams. The training is extremely specific

you would like to take training on, please email Jeff

to the role, and we cover Fatality Awareness

Baines, Group Training Manager. Training is not

(MSC) fundamentals of impact and HOT & WHAT

just what we want you to do, but sometimes it may

protocols. These officers also receive Controlled

be what you want.

Intervention Training.
Induction

WASTE MANAGEMENT

Induction training has been picking up lately, with

Please view our new Waste management Policy on

the onset of new contracts.

the employee page of the website.

RSAS (Railway Safety Accreditation Scheme)

If you need any further guidance with regards to

RSAS training is back after a few months break.

waste management generally, please contact Jeff

We run the next course on 24th August with Govia

Baines who will be more than happy to assist you.

Thameslink Railway and South Western Railway.
Risk Assessment Training
STM Group Training Manager, Jeff, has been
delivering a brand-new training programme for
2020, for the Managers and Supervisors. This is to
ensure that all the Managers and Supervisors are
confident in carrying out Risk Assessments.

Sending the Message

21

BELINDA BISHOP
To Our Valued Internal Customers,

Q UA L I T Y U P DAT E

Quality and Safety have become
even more important during the
past few months, and I do sincerely
hope that you, your families and
friends have managed to keep safe
during these unprecedented times.
On a positive note, the Covid situation has provided STM with an
opportunity for the whole team to
focus on the Quality and Compliance
aspects of the business, and I trust
that you will feel the benefit of some
of the outputs of this work.
As mentioned within the last STM
Newsletter, we have been working
on a brand new style Employee
Handbook which is nearing completion and should be launched very
shortly - so watch this space.
You will see featured on the new
STM website (as well as within the
new style site Assignment Instructions (AIs)), some of our new innovative style company policies and
I would strongly urge you to read
the Quality Policy in particular. This
includes a commitment to our customers to provide customer service
that meets (and where possible
exceeds) their requirements, together with a commitment to continuous
improvement. You will see that all of
our policies are founded on the new
Support, Trust, Manage philosophy
and One Team ethos; therefore with
YOU in mind at all times. Additionally, please familiarise yourselves
with the Health and Safety and
Environmental Policies that can also
be found on the STM website and
within the AIs.
There is a lot of other work going on
in the background with regards the
Support, Trust and Manage of our
Internal and External customers particularly around colleague engage22
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ment, all designed to assist, recognise and reward YOU in your roles.
Some of these initiatives such as the
Employee Survey you will see within
this Newsletter. Please ensure you
keep yourself updated at all times by
reading any internal announcements
or communications to ensure that
you do not miss out on any of these
exciting initiatives.
In closing, we were busy preparing
for our six monthly external audit
assessment conducted by the NSI
to retain our prestigious Gold level
certifications for Quality and Health,
Safety and the Environment. This
audit took place at the end of July
2020 and the results will be shared
in the next newsletter. On a separate note, you will see that we are
ensuring we are fully equipping you
with refreshed new uniform and the
required tools for you to carry out
your role effectively and proudly.
Please do tell your Line Manager if
you require any uniform items so
that you feel confident in your role
and represent STM professionally at
all times.
I would like to join my colleagues in
the Senior team in thanking you for
all of your positivity, enthusiasm,
hard work and commitment during
the last challenging quarter and I
look forward to meeting more of you
out on the network in the coming
months.
Belinda Bishop,
Quality & Compliance Director

STM Employee
Discounts
All STM staff are eligible to use an exclusive scheme called My Staff Shop, which offers a wide range
of benefits, from retailer discounts, and gym membership, to free financial advice.

Perks Available:

To access the fantastic deals available, please visit https://portal.ibenefit.uk.com/landing/stmgroup/

P AYou
G E will
C A T need
E G O Rto
Y register
G O E S H on
E R Ethe

portal, after your first pay, with your NI Number
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EMPLOYEE SUR
Every Voice Matters
We are pleased to provide feedback of the results from our annual
employee satisfaction survey.
On 16th June we closed our employee survey. Whilst we didn’t reach
our 90 percent participation goal, we saw the highest survey participation ever at STM Group (UK) Ltd!
The survey was completed by over 700 employees.
Thank you to each and every one of you for taking your much valued
time to complete our survey and provide feedback on how we can
make STM an even better place to work. The Survey was both confidential and anonymous, aiming to provide you with the opportunity
to be heard.

You r Voi ce - O u r Ac t i ons
The aim of this survey was to establish those “internal
customer” areas where you believe the Company is doing well, in addition to highlighting those where there
appears room for improvement. STM will be sharing
and analysing the findings at its Senior Leadership Conference in September in order to agree action points
for improvements. These detailed action points will be
communicated to all employees.

Sum ma ry Fi nd i ngs
We are delighted to share, that the majority of scores of
approval is within the 70-80% bracket. Over 80% would
recommend STM as an employer and more than 85%
plan to work with STM for at least the next 12 months.
You have raised some important matters in regards to
scheduling, and we will be looking into this in detal at
the SLT Conference in order to identify areas for improvement and create an action plan, which will be
shared with all the employees.
On another note, we have received a huge amount of
wonderful feedback and would like to share a few.
24
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S ome of the Things You Sh ared
with Us
'I think one of the major benefit of working with STM
is the flexibility they provide. Overall, the work life
balance is great and the ability of the employees to
choose the hours is really great too.' South Unit
' I have been employed by STM for a year, and I have
never felt so supported and valued as an employee
and a person. My line manager Lindsay Hibberd is a
credit to STM, she has an incredible approach to work
and nothing is ever too much for her. Lindsay is always there to provide me support, whether it be in
my work life or anything personal. I love working for
STM, and always feel proud of the amazing company I
work for. Thank you! ' STM Cleaning
'STM is a world class company and will recommend for
everyone by day' London 1 - MTR
'I am happy and proud to be part of STM team! God
Bless STM!' London 2 - ARL

RVEY RESULTS

Some of the Thi ngs You Sh are d
with Us
' I am happy working for STM I enjoy my role and place of work.
I am able to communicate with my managers when needed and
always fell they have time for me.' STM North

STM Emp
0
l
2
0
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' Having been with STM for the last 6 years I have enjoyed all the
roles I have fulfilled so far, and look forward to further more years
to come. I feel the changes that have happened over the last 12
months have been significant and hopefully bring a strong infrastructure that I feel has been needed to build the business. I thoroughly appreciate and enjoy the people I work with and feel the
teams are growing from strength to strength.' Head Office
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GO OD N EWS
STORIES
Welcome to the
World, little
Princess!
Sincere congratulations to our Operations Manager
Vaida Noruisiene and her husband on arrival of their
baby girl on 14th June 2020 at 5:47am.

Trams and TOL
STM is excited to announce that with the increase in shifts requested, we were
able to have the last of our officers off furlough and back working as at the
17th of June. This was made possible due to the increased services and social
distancing enforcement requirements from the client. TNO’s were a particular
asset to us with their exceptional work and we can announce that there we no
reports made to the BTP for the entirety of lockdown period.
We are pleased to announce our superstar on this contract is Renata Kerkoud. Throughout the difficulties and challenges over the last few months, she
has managed to keep smiling along with the client, colleagues and customers.
We are proud to have her within our team. Renata (on the left) is pictured with
a fresh bunch of flowers with a very happy client.

Trespass & Welfare
STM Trespass & Welfare Officer, Melissa Aitken, is pictured with the flowers
gifted to her by a very thankful customer. Melissa has provided an excellent
service and gone the extra mile in assisting a visually impaired customer. Well
done!
26
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GOOD NEWS
STORIES
Meet
Louie
'This is our little Louie.

He turned 4 on the 25th July this
year.
At 12 weeks old, he contracted
a nasty form of meningitis which
left him with nephrotic syndrome
and eventually led to renal failure.
He was 5 months old when he
went on dialysis and stayed on
for over 2 years, every day for 12
hours, before his nanny made
the selfless decision to give him
her kidney in a paired exchange
program, three months before
his third birthday.
Those first three years of his life
were the hardest of ours and

many times it has been touch
and go.
We thought, and have been told
at times, we could lose him.
A year on from the transplant,
he’s thriving! Growing, talking and
has endless amount of energy
and personality, none of which he
had on dialysis.
We are so grateful to my mum for
donating her kidney, so in turn
Louie got his perfect match and
will forever be indebted to them
both.
Our little boy is finally living his
life and it’s an absolute joy to see.
We will also be indebted to STM
employees, for donating a total

of £500 to Louies hospital wing
at Nottingham Hospital in 2017.
Their amazing efforts ensured
Louie was given the very best of
care and continue to do so. The
money we raised for the 5k run,
I completed, bought valuable
goods such as a TV, Xbox and a
washing machine for the ward
to help make the children and
parents there happier.'
Claire Orton, mum
Mat Orton, dad
Louie Orton
Lindsay Hibberd, godmother to
Louie and STM Operations Manager (pictured on top left)

Volunteering
as NHS
Responder
Our very own Administrator, Angela Auvache, has been volunteering as
NHS Volunteer Responder and have, so far, supported 4 local individuals
that have found themselves isolated, as a result of the social restrictions
that have been put in place. Well done, Angela!
Sending the Message
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Caption
Contest
Winners
1. David Evans
(London 1 - MTR)
‘Arevika spent how
much on shoes?!’

In our Spring Newsletter,
we've asked you to participate in the contest and submit your thoughts about
what you thought that our
CFO, Michael Dunn, was
saying on this picture (on
the left) to our Chairman,
Perry Simpson. We've chosen 2 winners, as follows,
who will both be receiving
a surprise Hamper:
2.Amna Nawaz (Finance)
‘I am not looking at this Invoice; I need wine, Perry….
more wine’

G O OD N EWS
Sunflower Lanyard Initiative

It is great news that Britain’s key train operators have all signed up
to the Sunflower Lanyard Scheme. This initiative is designed to act as
a discreet sign that the wearer of a lanyard has a hidden disability,
and may require additional assistance or time to process an interaction. STM has been embracing, and actively supporting, the Hidden
Disabilities scheme since the beginning of 2020, including the appointment of designated Wellbeing & Welfare Champion, Tori Rist.
STM is proud to be one of the only private security companies to
train its employees in the Sunflower Lanyard Initiative. This highlights the organisational commitment to ensuring that its staff
understand the need to treat those with (potentially hidden) disabilities, with an enhanced level of patience and understanding.
Tori said: ‘I’m so proud to be part of an organisation which is actively promoting the inclusion of disabled staff, and ensuring that
this inclusive behaviour is also demonstrated to its customers’.

Welfare & Well-being Champions
We have recently introduced a Welfare & Wellbeing Champion programme , which is currently being rolled out on a
number of contracts. The nominated contract Champions will
act as “go to” individuals for staff that are in need of a “listening ear’’, and will be closely monitoring staff welfare, through
regular visitations, check calls, emails, and will ensure that
where there is an impact on any employee caused by a specific event, they will be cared for appropriately, and provided
with all necessary assistance. This initiative is led by Tori Rist,
who has a lived experience with neurodiversity and is also a
representative for The Ben Cohen StandUp Foundation, fighting against all forms of bullying and mental health, giving her
the opportunity to share live experiences and support staff.
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On 28th May 2020, we celebrated STM Group’s 15-year anniversary, about which we could not be more thrilled.
We would like thank each and every STM employee for their wonderful support for the Company and all our
customers! We are thankful to our loyal customers, past and present, for their continued trust in STM.
Paul Jacomb, CEO says: ‘When I arrived in STM, one year ago, I was immediately struck by the pride and passion
demonstrated by those who worked for the Company. From the outset, I was keen to promote, and channel,
this passion into something which could be of benefit to everyone. The Support, Trust, Manage, philosophy was
borne out of a desire to create an internal/external customer environment, where front-line staff were viewed
as “internal customers”, and treated accordingly. I remain committed to promoting a “One Team” culture, where
diversity and equality are celebrated, and where everyone involved with STM is fiercely proud of the STM Brand.’
We look forward to celebrating this milestone throughout the coming year!

Wh ere in t he World?

Guess, where in the world was this picture being taken of our CEO, Paul

Jacomb, wearing the STM branded t-shirt and promoting the organisation
locally. The closest to the correct answer will be featured in the next STM
‘Sending The Message’ Newsletter and have a chance to win a secret gift!
We are looking for YOUR pictures with anything STM branded, during your
holidays, city break, or just a visit to a local park, with random prizes for the
most adventurous.
Share your pictures online, using a hashtag #stmaroundtheworld and email
them to Arevika (arevika@stmgroupltd.com)

Sending the Message
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Good

News

The Big Railway Bakey Cakey Contest
STM participated in the Big Railway Bakey Cakey photo contest by @
MrsRecruiter, where the winner, voted by the public, got the opportunity to
choose the charity for all £300, received from the entry fees, to be transferred
to. STM had 7 participants from the organisation and out of 30 entries, in total,
our very own Administrator and baking expert, Rosita Milinkyte has made it to
the final round, whilst STM Cleaning Administrator, Angela Auvache was highly
commended! Well done to both of them.
Also, a huge thank you to all the rest that participated in the Big Railway Bakey
Cakey photo contest and helped raise funds for a charity. Fantastic efforts by all
and for a great cause!

OPE R AT ION
' S T M SWE E T S HOP'

As a little thank you to the team for their exceptional
efforts through RRBS (Rail Replacement Bus Service) and
Covid-19, STM team on MTR Elizabeth Line contract put
together 33 kg of custom pick ‘n’ mix bags, and distributed
them to all 213 members of the MTR team. The operation
took half a day to set up and was distributed in hygienic
conditions.
The team spent the next couple of days visiting staff
across the East and West of the line, distributing the
sweets to all the team members.
30
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The ' VOW '
G ROU P
Laun c hing S o o n . . .
We are thrilled to announce the upcoming launch of the STM ‘VOW’ group. VOW stands for:

Voice of Women

Its aim is to empower women across the entire organisation and provide them with a voice to
openly raise any concerns, provide feedback, share expertise and support each other.
We will be announcing the official launch of the group on our social media, so please follow us
online and watch this space..

Random Actions of Kindness
Our client, MTR Elizabeth Line, released the
‘random actions of kindness’ campaign, earlier
this year, and all the STM supervisors were
assigned M&S gift cards to hand out to frontline
staff and customers, who deserved some Onthe-spot recognition to make their day brighter.

S TM B M S OB J E C T I V E S

Please see below the STM Business Management System objectives which conform to the ISO Standards for Quality (9001),
Health and Safety (45001) and Environment (14001).
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1st Floor Solar House,
1-9 Romford Road
Stratford, London
E15 4LJ

T. 0203 597 4264
E. businessenquiries@stmgroupltd.com
www.stmgroupltd.com

From US to YOU.

