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We continue to be a 
member of the Index  
and are ranked as 
supersector leaders for 
the environmental pillar

CommunityMark

We are one of only  
38 UK organisations who 
currently hold the BitC 
CommunityMark

We continue to be a 
member of the JSE  
SRI Index for 2013

We increased our Carbon 
Disclosure Project Score 
from 63C in 2011 to 71C 
in 2012

We continue to be a 
member of the DJSI World 
for 2012/13

Go online
intugroup.co.uk

Contact
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Tel: +44 (0)20 7887 4220
Email: alexander.nicoll@intu.co.uk

Front cover image: Create sound: images performance at Lakeside in 2012, for more details see page 11
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Braehead, Glasgow
Achieved zero waste to landfill in 

June 2012 and for the rest of the year

Trafford Centre, Manchester
Chambers of Commerce Awards–

National Winners of Commitment to 
People Development Award

The Chimes, Uxbridge 
Winners of our Chairman’s CR Prize

The Potteries, Stoke on Trent
Achieved Park Mark – Safer Parking status 

Victoria Centre, Nottingham
Reduction in carbon emissions

Broadmarsh, Nottingham
Supported community projects with its 
devolved budget in 2012

The Harlequin, Watford
Reduction in water consumption

The Glades, Bromley
Undertook 21 community good deeds in 

celebration of the Centre’s birthday

Chapelfield, Norwich
Received Big Society Award for 
Custody and Community project

Lakeside, Thurrock
Supported community projects reaching 
more than 1,400 young people

40 Broadway –Head Office
Partnered with The Passage to provide 

business clothes to homeless clients 
seeking employment

4%

24%

At a glance
Our approach to corporate responsibility covers all our centres. 
Through 2012 they have each demonstrated how we work 
together with our stakeholders including local communities 
and how our efficient approach is better for the environment.

Eldon Square, Newcastle Upon Tyne
Waste recycled on average in  
2012 and 100 per cent recycled  
from October onwards

Metrocentre, Gateshead
Awarded Heart Safe Shopping Centre 
of the Year by Hand on Heart

94%
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Chairman’s statement

Community Gold in 2012
2012 has been a memorable year. The Diamond Jubilee, the 
London Olympics and another great year of community outreach 
and sustainability performance by the Group. All the programmes 
rolled out under our ‘corporate responsibility’ banner are reviewed 
annually by the Board CR Committee and are grounded on a 
thorough understanding of what engages our customers in the 
communities of which all our centres form part.

People are at the heart of our business and our CR projects and 
community partnerships focus on them. Our approach targets 
complementary actions involving centre-based initiatives and, 
larger, corporate programmes, the latter increasingly arranged to 
develop and grow over more than a single year and thus reflecting 
the Group’s long-term vision. Retail Gold and our three, soon to be 
four, Green Gyms are examples. The fantastic range of entries 
submitted by our centre teams for the 2012 Chairman’s CR Prize 
underline the community outreach carried out by them and the 
hands-on approach we favour.

Engaging with our communities 
Retail Gold, giving placement opportunities to young people as 
part of their college vocational skills courses, continues to grow 

and during the past year The Glades joined Eldon Square and 
Metrocentre in offering such placements in partnership with 
retailers based in our centres. Over 200 students and 20 retailers 
have made Retail Gold happen in recent years. 

Plans for the programme in the North East will see more schools 
and colleges brought into the partnership and more retailers are 
lining up to lend a hand. Fresh from 21st birthday celebrations, 
Lakeside spent several months working with innovative theatre 
charity Create and local schools to bring children from 
mainstream and special needs schools together via music, singing 
and arts projects. It all culminated at a big public event at Lakeside 
where the noise and enthusiasm generated by all involved wowed 
and engaged shoppers and all our centre team. Braehead, The 
Harlequin and The Glades partnered with The Conservation 
Volunteers (TCV) to deliver Green Gyms near those centres. The 
Group’s holistic CR approach delivered consistently, directly, in 
partnerships and evolving over time is well represented by these 
regeneration and healthy-life projects. 2012 saw great progress at 
all the gym sites with The Glades partnership with TCV and local 
people transforming a forgotten park and returning it to the heart 
of the surrounding community. Winning a local environmental 
award was just one measure of the success of this regeneration 
project in a thoroughly urban area. 

All our projects promote the direct involvement of our team 
members and this direct approach was celebrated by our 
achievement of the BitC CommunityMark in 2010. It is held 
for three years. Only 38 UK organisations currently hold the 
CommunityMark and we successfully passed the mid-term  
review during 2012.

Better for the environment 
Good environmental management is good for our business. 
Sending waste to landfill is costly and a missed opportunity in 
terms of recycling and reuse of materials. Some of our centres 
have reached 100% in terms of recycling and the average across 
the portfolio is 69%.  The Government’s Carbon Reduction 
Commitment scheme penalises wasteful energy consumption and 
is a tax on poor performance. In March we successfully renewed 
our Carbon Trust Standard accreditation, a measure of our 
embedded approach to energy sustainability and carbon 

management. Outputs are key as a measure of successful strategy 
and systems and the Group continues to improve its performance 
in the annual Carbon Disclosure Project (CDP) review. We have 
also improved our position in the CDP table. Further evidence of 
our success, going well beyond easy rhetoric, came when we were 
ranked as a Green Star in the 2012 round of the Global Real Estate 
Sustainability Benchmark (GRESB).

Exciting plans for 2013 
Looking forward to 2013 we will roll out some exciting new 
community engagement programmes and continue to expand our 
proven winners. A fourth Green Gym will launch at Partington near 
intu Trafford Centre and a Sea Cadet Festival will be hosted by intu 
Metrocentre in September. We have run several such Festivals 
over the years at several centres and this one promises to create a 
splash as it highlights the building of a new cadet boating facility 
on the Tyne. Staying in the North East we are forging a new 
community partnership with the iconic Tyneside Cinema, which 
has hosted film workshops for young people in intu Eldon Square 
during 2012. The project will see the concept, launched in intu 
Eldon Square, developed and literally taken on to the streets of 
Newcastle and Gateshead supported by intu Metrocentre and  
intu Eldon Square.

Everyone at Intu Properties plc can look back on 2012 as a 
memorable year for our business and the communities where our 
centres operate. We will continue to build on the best of our CR 
initiatives and reach out for new ideas and partnerships involving 
all our centres during 2013 and beyond.

Patrick Burgess 
Chairman

Overview Communities and  
economic contribution
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Our story
Passionate about providing people with their perfect shopping experience,  
we help retailers flourish. And it’s this that powers our business, driving our  
long-term success.

We own some of the very best centres  
in the strongest locations right across  
the country. Offering easy access to  
great places for shopping and socialising 
to more people than anyone else,  
we attract over 320 million customer  
visits each year.

There was a time when our business  
was fairly straightforward. We created 
buildings and filled them with shops.  
We kept them clean, comfortable and 
attractive. We marketed spaces, collected 
rents and encouraged people to visit us.

But things change. These days people 
expect far more from their shopping 
centres, and the journey they take in 
making a purchase is more complex  
than ever. So, building on what we’ve 
always done well, we’re committed  
to making our centres even better.

And how are we doing this? Certainly  
by continuing to provide the best places 
to meet, eat, drink and be sociable. And 
by continuing to offer access to every one 
of the UK’s top 20 retailers and the iconic 
global brands our customers love.

But most important, through our  
new brand intu, we will create uniquely 
compelling experiences, surprising and 
delighting our customers. This means 
providing both consistently outstanding 
service and the technology people need 
to get in touch and stay connected.

With all of our staff fully energised  
by this vision, we will attract more 
customers, who will want to come back 
again and again. This will help create 
value for our retailers, our communities, 
our investors and ourselves.

Overview Communities and  
economic contribution

Environmental efficiency Relationships Data appendix
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Our focus, scale and quality set us apart, 
allowing us to create value for shoppers, 
retailers and shareholders.

Business model

Talented employees 

Professional, motivated and empowered 
teams, specialists in their field, focused on 
creating mutually-beneficial opportunities 
and relationships with partners.

A robust capital structure

Astute financial management to 
maximise funding options for disciplined 
and shrewd investment.

Our business model is enabled by:

A long-term focus 

Creative and collaborative approach 
to long-term investment and growth, 
facilitated by development expertise 
and community focus.

A balanced approach to risk

Risk management is underpinned by 
rigorous analysis in the context of potential 
threats to strategic objectives.

Which delivers 
long-term growth 
for Intu

And generates 
returns for 
shareholders

This ensures that occupancy 
remains strong.

And drives rental income over 
the long term.

Our thriving centres are sought-after 
investments, supporting access to capital 
and creating value for shareholders.

We provide people  
with the perfect  
shopping experience

With shopping centres in the best locations 
across the country. 

And by developing and actively managing 
these centres to provide the right mix of 
retail, leisure and catering.

Allowing us to establish 
enduring relationships  
with retailers

The powerful footfall that results is 
a compelling attraction for retailers. 

While we demonstrate operating 
excellence, managing our centres to 
provide the right trading environment.

Overview Communities and  
economic contribution
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Our CR strategy

CR framework
We believe that corporate responsibility must be driven by the strategic aims of the Company 
and subject to the same types of governance controls as other areas of the business.

Our CR approach is based on three key pillars: communities and economic contribution, 
environmental efficiency, and relationships with our stakeholders. This strategic approach to  
CR allows us to target stakeholder concerns and issues that are most material to our business.

Full details of our CR Governance approach can be found on our website at  
http://www.intugroup.co.uk/responsibility/our-commitment/governance/

Bringing people and communities together – and 
helping them flourish – delivers shared benefits.

With two-thirds of the UK population within easy 
reach of one of our centres, we touch the lives of 
people right across the country. For them, we’re 
not just shopping destinations, but places to go 
with family and friends to enjoy life – meeting, 
eating, drinking, relaxing, being entertained, 
sharing secrets, swapping gossip and having 
a laugh. So yes, we help build social togetherness, 
giving people a stronger sense of place and 
belonging. But we also make an important 
contribution to the economic well-being within 
and beyond these communities, providing jobs for 
local people and community programmes for the 
young and disadvantaged.

We know that our long-term success is linked  
not just to the vitality and well-being of the 
communities on our doorstep, but also to what 
happens in the wider world. The people who come 
to our centres expect us to carefully manage 
our impact on the environment. So, we’re 
committed to measuring how we’re doing and 
taking the right steps to do things better. This not 
only saves us money, but protects our reputation.

Communities 
and Economic 
Contribution

Strategic 
objectives

CR

Governance

Environmental 
Efficiency

Relationships

Better together

Overview Communities and  
economic contribution
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Together with our 
communities
Our shopping centres are integral to the communities they serve providing 
places to meet, eat, drink and socialise. They support local and national 
charities and NGOs that address fundamental issues in modern society 
which are important to the long-term success of our business.

Our commitments102,000 £1,917,000
Jobs supported by  
Intu and its retailers  
(source: Nathaniel Lichfield and 
Partners)

Total cash equivalent 
community support

CommunityMark 9000+
One of only 38 UK companies to 
currently hold BitC’s 
CommunityMark

People directly reached by our  
community projects

We will work to retain the BitC CommunityMark

We will refine our community investment  
data monitoring process in order to allow us to 
make the greatest impact with our investment

We will commission a further report  
looking at our local, regional and national 
economic contribution in 2013

Environmental efficiency Relationships Data appendixOverview Communities and  
economic contribution
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Communities and economic contribution

Supporting the homeless back 
into the community and work

40 Broadway helps the homeless
Employees at our 40 Broadway head office provide donations 
of workwear to support homeless clients of The Passage get 
back into the workplace. The Passage, a homelessness charity 
based in central London, organises an Education, Training and 
Employment (ETE) programme to educate and offer skills and 
training advice to clients. ETE provides invaluable skills necessary 
for securing a job, help in building confidence and supporting 
routes back into the community.

To complement ETE, intu have set up the intu Work Clothes 
Collection amongst employees based at 40 Broadway. These 
clothes are kept for clients who are at the stage of having 
successfully managed to secure interviews, hopefully leading to paid 
employment. This project has really engaged our employees and to 
date 497 items of clothing have been donated and a further project 
to provide books as gifts at Christmas has also been enthusiastically 
welcomed by both our employees and the charity. This relationship 
is further supported by corporate sponsorship of The Passage’s 
annual flagship evening ‘A Night Under the Stars’. In the future we 
will look to further develop our relationship with The Passage  
to potentially include employee volunteering and other types  
of support.

Environmental efficiency Relationships Data appendixOverview Communities and  
economic contribution
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Communities and economic contribution

We are committed to 
supporting projects 
which assist young 
people living around 
our shopping centres

What we’re doing
Community investment and programmes
Due to the nature and locations of our business we believe that 
we are able to make a significant difference to young people 
living around our shopping centres and particularly those that 
are living in economically deprived areas. Beyond this, trying to 
make a difference to the communities we serve makes sense for 
our business by helping to minimise anti-social behaviour. Our 
community projects focus on youth, education and the 
prevention of anti-social behaviour.

Our approach 
We have a two-pronged approach to community investment. 
 We organise corporate level CR projects and also provide a 
devolved budget to each of our centres in order to allow the 
centre teams to decide on projects they would most like to 
support based on their local knowledge. This budget also allows 
for more flexible reaction to issues as they arise as they are not 
pre-allocated at the beginning of the year. 

Corporately we are unable to support each of our community 
partners at every centre and so we assess the added value 
offered by each partnership before extending the initiative to 
other intu locations. To establish the benefits to both the partner 
and ourselves, we have a detailed evaluation process for each 
project. Through this process we are able to target projects 
towards the most appropriate locations. Beyond our support of 
direct charitable funding we also provide in-kind support through 
the provision of mall space for awareness campaigns and events. 
Our employees are also given the opportunity to volunteer  
on projects.

Our community work includes a mix of projects covering all of 
the localities in which we operate. Some of our relationships  
have been ongoing for a number of years and have expanded  
to include more centres whilst others were new for 2012.  
Please see page 25 for a detailed list of all our national 
community partnerships.

Our approach to community programmes allows us to develop 
relationships with both national and local charities. We believe 
that this mix is key to the success of community strategy as both 
types of organisation offer different value. While national 
charities give us the scope to support projects across several of 
our shopping centres, local charities have the potential to focus 
on issues that are location specific.

At times centres will use their devolved budgets to complement 
corporate CR projects. In 2012 intu supported Futures Theatre 
Company’s tour of ‘Sweet Love’, an anti-sexual bullying play and 
workshop performed in secondary schools in the area 
surrounding our Lakeside centre. Lakeside then used part of its 
budget to support the ‘Punchline’ tour, an anti-bullying play 
performed in local primary schools.

National partnerships
In 2012 we had seven national partnerships across our directly 
managed shopping centres. Examples of our national 
partnerships include:

•	The Conservation Volunteers (TCV) – work to help people 
reclaim local green spaces through environmental projects  
and through their network of 2,000 community groups. Intu 
currently has Green Gym partnerships with TCV at three of our 
centres, located in Bromley, Watford and Renfrewshire, and 
have a fourth planned for 2013 in Partington, close to intu 
Trafford Centre.

•	The Outward Bound Trust – is an education charity which works 
to provide outdoor learning and to create a supportive and 
challenging environment in which young people can see what 
they might be capable of achieving for themselves. We have 
worked with the Trust since 2010. In 2013 intu Bromley and 
both of our Nottingham centres, intu Victoria Centre and  
intu Broadmarsh will be partnering with the Trust.

Challenging Little Chatterers across our Centres

In 2012 the Group supported the I CAN Chatterbox Challenge at 
three of our centres. The Challenge aimed to build awareness of 
the importance of developing communication skills in young 
children in a fun and imaginative way. In total more than 4,000 
children and families were engaged with and 1,500 information  
packs were distributed.

Environmental efficiency Relationships Data appendix
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Local partnerships
In 2012 we had eight local partnerships across our managed 
shopping centres. Examples of our local partnerships include:

•	Futures Theatre Company – this charity uses performing arts to 
create drama productions and workshops on a range of issues 
and specialises in working with young people. We worked with 
Futures for the first time in 2012 providing theatre based 
workshops in schools around Lakeside. We will be supporting 
this charity again in 2013.

•	Rev n Go – is a Nottinghamshire-based youth project which 
offers off-road motor cycling and maintenance to young people 
in exchange for a contract of behaviour. This project aims to 
reduce anti-social behaviour and promote useful skills and 
social inclusion. This relationship was originally forged by the 
team at Victoria Centre and we worked together on a corporate 
version of the project in 2012.

Charitable donations in 2012
During the year, Intu donated £335,000 to charity (2011: 
£332,000). In addition, our directly managed shopping centres 
provided the equivalent of £1,114,000 in support, including 
employees time working in the community and the provision of 
free mall space and services. Centres facilitated a further 
£468,000 through collections by charities on the malls. The total 
cash equivalent community support for the year was £1,917,000  
(2011: £2,132,000).

Local and national economic contribution
The Intu portfolio comprises 15 regional shopping centres 
located across the UK, with a total of 16.6 million square feet, of 
which our directly managed centres account for 12.2 million 
square feet, and over 2,500 stores. At the end of 2011 we 
commissioned Nathaniel Lichfield & Partners to assess the 
economic contribution of our centres. This report was 
commissioned for a number of reasons including a need to more 
clearly understand the beneficial impact that our operations 
had,directly and indirectly on the local, regional and national 
economies.

We believe that recognising these impacts and outputs will 
enable us to better understand our community footprint, help to 
underpin our planning applications and allow us to demonstrate 
to investors the strength of our position. This independent 
report, published in 2011, stated that:

•	1,810 jobs were created by Intu and their  
facilities alliance partners

•	77,600 jobs were created by Intu tenants

•	£1.2 billon of wages were paid by Intu and its tenants

•	23,310 jobs were indirectly supported by Intu and its tenants

•	£237.1 million in business rates were paid by Intu  
and its retailers

Improving youth employability through retail training
We are committed to partnerships which provide retail training  
to young people. In autumn 2012 we partnered with Reid Kerr 
College, Paisley to provide dedicated retail training courses 
delivered at the Kirklandneuk Community Centre, Renfrew. This 
partnership helps to meet the needs of the community, and the 
requirements of potential local employers including our intu 
Braehead centre.

Inspiring young artists at Lakeside 
Lakeside and Create partnered in 2012 to bring together  
groups of young people, both with and without learning difficulties, 
and use the inspiration of the Olympics to encourage them to 
work together to write songs, make jewellery and  
design banners. The culmination of their work was lunchtime 
performances at Lakeside.

What we plan to do
•	In partnership with TCV, we will roll out a fourth Green Gym 

at Partington, close to intu Trafford Centre

•	In 2013 we will launch new partnerships with two new 
charities and develop new projects with existing partners at 
three centres

•	We will continue to work with the 10 charities we partnered 
with in 2012 

•	We will continue to provide our directly managed shopping 
centres with their own devolved budget to use on CR projects 
beyond those organised at a corporate level.

Environmental efficiency Relationships Data appendix
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Chapelfield
In 2012 Chapelfield was awarded a Big Society Award for its Custody  
and Community Project, working with HMP Norwich.

Trafford Centre
“As part of Trafford Centre’s colleague 
volunteering scheme (up to two days per 
person per annum in work time) a team 
of 18 volunteers spent the day painting 
an under-cover play area. We all got a lot 
out of the experience and it was great for 
teambuilding.”

Alison Reid, Community Development 
Manager

Braehead
“As part of our 25 year anniversary 
celebrations Braehead is partnering with  
St Vincent’s Hospice. The financial help that 
we are providing will help secure care for 
future patients and families living with life-
limiting illnesses. Centre staff will continue to 
raise funds for the hospice throughout 2013.” 
 
Lydia Brown, Marketing Manager

Broadmarsh
In 2013 Broadmarsh will take part in its first corporate project  
working jointly with Victoria Centre and The Outward Bound Trust  
to support the development of local young people.

The Potteries
Each year The Potteries holds a devolved budget donation day. In 2012 representatives from 
five local charities gathered to receive their charity cheque. Finding out how the charities are 
going to use the funds donated is a positive and humbling experience for the Centre Team.

The Glades
In celebration of its 21st Birthday The Glades undertook  
twenty one good deeds providing support to the community  
in a wide range of different ways from training to tea parties.

Eldon Square/ Metrocentre
In Memory of General Manager Tim Lamb staff 
at Metrocentre and Eldon Square joined forces to 
coordinate the fundraising and practical support 
which was required to get The Tim Lamb Children’s 
Centre up and running, which they did in just six 
months opening in September 2012.

The Harlequin
The 2012 Charity Gift Wrap service that 
operated in Centre from the 6 December – 
24 December saw 20 charities showing off 
their wrapping skills and raised over £7,000.

The Chimes
As winners of the 2012 Chairman’s CR Prize The Chimes, was able to cap 
off a great year of working with Hestia Hillingdon Women’s Refuge with 
an extra £3,000 donation to the charity.

Lakeside
“In 2012 we worked with Create on their 
sound:images project which aimed to break 
down barriers amongst young people with 
and without learning difficulties through 
music and creative arts. We were able to 
volunteer to support the young people 
at creative workshops which was a really 
rewarding experience.”

Rebecca Wheeler, PR Coordinator

Victoria Centre
“To celebrate Victoria Centre’s 40th 
birthday, members of Centre management 
team volunteered 40 hours of reading 
volunteering at St. Augustine’s Catholic 
Primary and Nursery School  
in Mapperley”.

Liz Sewell, Marketing Manager

Our proudest moments
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Better for the 
environment
We have a responsibility not just to manage and minimise our day-to-day 
environmental impacts but also to share good practices and influence our 
delivery partners, retailers and visitors towards more sustainable behaviour. 
Ultimately, we want to create a more sustainable operating environment.

Our commitments97% 9%
Of waste diverted from landfill Reduction in absolute  

carbon emissions

11% 46,000
Reduction in energy use LED light bulbs installed in 2012 

with a total planned installation  
of 55,000 bulbs after completion  
of phase two

Reduce our carbon emissions by 30% by 2014 
from a 2011 base

Divert 95% of waste away from landfill by 2014

Increase recycling of waste to 75% by 2014

Reduce water consumption by 10% by 2014 from 
a 2011 base

Overview Communities and  
economic contribution
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14

Environmental efficiency

Investing in energy efficiency LED lighting roll-out
Over the course of 2012 phase one of our energy efficient LED 
lighting project has been successfully rolled out at 10 of our 
12 directly managed shopping centres. Phase one consisted of 
approximately 46,000 of the latest LED tubes being used to 
replace existing fluorescent tubes in our car parks and also our 
service corridors, roads and back offices. During 2012 electricity 
use across the ten centres included in the roll out fell by 
13% based only on a partial year of LED lamp use. Beyond the 
energy savings this first phase roll out has also reduced lamp 
maintenance to practically zero with the first lamps not expected 
to require replacement for three to five years.

Phase two of LED roll out, which focuses on lighting in the mall 
areas of eight of our directly managed centres, is now underway 
and scheduled for completion by April 2013. When the project 
is complete 55,000 energy efficient LED lamps will have been 
installed and the Group will have invested approximately 
£3 million into the scheme. This project will not only reduce our 
impact on the environment by significantly reducing our energy 
use but we also estimate it will save us more than £1 million per 
year in electricity costs. 

14
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Environmental efficiency

We work to improve 
our environmental 
sustainability by 
focusing on the areas 
where we have 
greatest control

What we’re doing
Carbon and energy management
The Group recognises that we have a responsibility not just to 
manage and minimise our day-to-day impacts on the 
environment but also an opportunity to share our good practice 
and influence our delivery partners, retailers and visitors to our 
shopping centres. We are also committed to contribute positively 
to the creation of a more sustainable built environment and 
endeavour to make this a primary consideration in the creation 
and expansion of our shopping centres.

As an owner of 15 shopping centres with direct management 
control of 12 shopping centres we understand the importance of 
improving our energy efficiency in operational areas where we 
have greatest control. This creates benefits for us and our 
retailers.

Our approach 
The Group is committed to the spread of good energy practices 
through behavioural and technological change in all areas where 
we have an influence. 
In 2012 intu achieved the Carbon Trust Standard for a second 
year, this standard publicly recognises our efforts in reducing 
carbon emissions. To further our reduction we have rolled out 
phase one of our LED lighting programme, over £3 million 
invested and an estimated saving of over £1 million per year in 
energy costs. We now also have a portfolio-wide automatic 
metering (AMR) project underway which aims to improve our 
understanding and control of energy consumption.

We have employed a Group Energy Manager to facilitate intu’s 
commitment to saving energy and reducing our carbon 
intensity through behavioural change and utilisation of technology.  
As part of our commitment we have a new Group Energy Policy 
and Guide along with a suite of guidance tools to sit beneath it. 
This new approach is aimed at improving our approach to 
monitoring energy use as well as further defining our goals and 
targets in this area.

This year the Group has reduced its absolute carbon emissions 
by 9% compared with 2011 putting us on route to achieve our 
2014 target of a 30% reduction with 2011 as the base year. 

Our total electricity consumption has fallen by 11% compared 
with 2011. We largely attribute this fall to the roll out of our LED 
project and look forward to reporting next year’s figures when this 
more efficient lighting will have been in place for a full year.

Engaging on waste
We have achieved a high level of waste diversion, 10 of our 12 
directly managed centres report zero waste to landfill, by always 
keeping waste on our agenda. We have a Waste–Supply Chain 
Forum which allows us to work towards best practice and we keep 
our tenants informed and encourage better waste practices 
through regular presentations at Merchants Associations 
meetings. Our tenants also see the benefits of better waste 
management as rebates from cardboard, polythene and metal  
are offset against the waste management budget.
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Centre specific developments:

•	We have developed a new building management system 
(BMS) at Eldon Square with major investment in improved 
control of building services

•	We have installed new air handling units at Lakeside with 
variable speed airflow resulting in significant energy savings

•	We are trialling a voltage optimisation project at The Glades

•	We have employed an Energy/BMS specialist at Braehead.
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Water management
We realise that water is an increasingly scarce resource across 
the globe and recognise our responsibility to minimise the use of 
water through our operations. Due to the nature of our business 
our direct water use is comparably low and we have little direct 
control as much of our water is used through the facilities 
available at our shopping centres.

Our approach 
The principal use of water in our shopping centres is in public 
facilities over which we have limited control. Where appropriate, 
we retrofit water saving devices into existing buildings during 
refurbishment or re-modelling. In addition to alterations 
undertaken as part of the planned cycle of maintenance for our 
centres, we continue to search for additional methods for 
reducing consumption.

We look for opportunities to reduce water consumption or find 
more sustainable sources of water at our centres. At The Glades 
a cold water bore hole was installed in 2011 allowing the Centre 
to draw 20 cubic metres per day at no cost, this is saving around 
30-40% of costs with the water being used in public conveniences 
around the Centre. We are also about to install a grey water 
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harvesting system using the rainwater from our car park level 
roof. We envisage a saving of about 3-5% of current water usage 
dependent on rainfall levels. This year we have reduced our water 
consumption per million visitors by 0.5% across our directly 
managed centres. Our absolute water consumption has 
increased, this is in part due to increased hours at Braehead 
Arena's ice skating rink which, relative to other areas of our 
business activities, is water intensive.

Waste Management
Waste disposal routes have a major impact on the environment, 
in the UK landfill space is rapidly running out and some waste 
sent to landfill can result in the release of methane which 
contributes to the greenhouse effect. While the best answer for 
the waste issue is to generate less at our shopping centres we 
have little control over waste generation as the vast majority 
comes from our retailers. 

What we can do is exert a positive influence by taking 
responsibility for managing the process of waste disposal tightly 
and effectively so that all types of waste are dealt with in the 
most appropriate manner.

Our approach 
We continue to make every effort to improve our management 
of this area of our business. Whilst waste generated at our 
regional shopping centres is not a direct result of our operations 
we undertake the management of waste as part of our duty to 
our occupiers. Each centre is provided with bespoke advice and 
guidance on how best to increase further recycling over and 
above the high levels already achieved. Beyond this we have  
a Waste–Supply Chain Forum set up between intu, Europa, one  
of our Facilities Alliance partners and Saicur Natur, our waste 
partners. This Forum keeps us informed and allows us to 
continuously work towards waste management best practice.  
As with all areas of our service provision we look to provide our 
retailers with the most efficient and environmentally appropriate 
management of waste disposal as this is not only good for the 
environment, which is increasingly on our retailers’ agendas, but 

also helps to lower the cost of waste management. We are also 
working with our retailers to improve the effectiveness of waste 
management and have taken actions such as providing waste 
management updates at every centre Merchants Association 
meeting. Due to our effective management we are pleased to 
report that nine of our 12 directly managed centres sent no 
waste to landfill for the whole of 2012 and a further two centres 
had acheived zero waste to landfill by the end of the year.

Sustainable construction
With increasingly scarce resources and a requirement to lower 
the energy usage of buildings the need for new construction 
projects to be sustainable is ever more apparent. While we have 
not undertaken significant construction projects in recent years 
this consideration still informs our refurbishments and future 
developments. We believe that sustainable construction relates 
not only to the buildings but where they are built and we have  
a commitment to the regeneration of our towns and cities, 
bringing new economic vitality to the community with 
consequential benefits for employment and local facilities.
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What we plan to do
•	Complete Phase Two of our LED lighting project

•	Complete AMR programme by January 2013

•	Implement our new Energy Policy and Guide and related 
guidance tools

•	Engage with retailers on our approach to waste and highlight 
cost effective approaches

•	Roll out low flush toilets and urinals as part of our normal 
toilet block update to increase water efficiency

•	intu Metrocentre will be heavily involved in Tyne and Wear’s 
Local Sustainable Transport Fund project with the objective 
of reducing single occupancy car use on the A1 

Working together towards sustainable travel
In 2012 our ‘Travel Champion’ at The Glades worked actively with 
the London Borough of Bromley to update our Sustainable Travel 
Plan for the area. The Glades also produced a pocket size guide 
which provides visitors to the Centre with a complete guide of 
more sustainable transport options including routes by bus, train, 
bicycle and a breakdown of distances into walking times. 

Managing our energy use
In 2012 we recruited a Group Energy Manager to strengthen our 
efforts to be more sustainable in our energy use. He has been 
brought in to facilitate our commitment to saving energy and 
reducing our carbon intensity. In 2012 he was heavily involved in 
the LED re-lamping project and secured our gas and electricity 
supply contracts until 2016. In 2013 he will be looking to reduce 
our reliance on carbon intensive power through negotiations to 
form a power purchase agreement with a renewable energy 
generator.

Our approach 
We integrate sustainable measures at the design phase.  
The Environmental Impact Assessment prepared for all major 
projects reflects this approach. 

To ensure our environmental standards are met, our 
Environmental Policy and Guide is included as an integral part of 
the appointment of all consultants and contractors responsible 
for design and construction. Compliance with this document is 
an express contractual requirement and is monitored 
throughout a project.

We work with our specialist teams, who advise us on 
environmental best practice, taking into account the relevant 
BREEAM rating of at least ‘Very Good’ and the Code for 
Sustainable Homes rating of 'Level 4' or higher, where residential 
development is included. 

Our project management team works with the contractor to 
monitor on-site activity to ensure the minimum of disruption 
to the local community and environment. Compliance with 
national/local Considerate Contractor Schemes is a requirement 
on our sites.

Sustainable transport and travel
Our customers rely on our shopping centres having good 
transport links and we have a responsibility to provide options 
that not only take account of the need for our shopping centres 
to be accessible to all but also for them to be accessible in a 
sustainable manner. That means that we have to think not only 
about good road routes but also routes on public transport and 
also for those travelling on foot or by bicycle.

Our approach 
Good transport links continue to be an important element to the 
success of our centres and local ownership of the Travel Plan is 
important. 

A 'Transport Champion’ has been appointed at each of our 
shopping centres to work alongside the Sustainable Travel 
Manager in updating each Centre’s Travel Plan. The Transport 
Champion owns and implements actions in the Plan and 
maintains and develops partnerships with local authorities, 
transport operators and other stakeholders. To assist in this 
process we hold a Quarterly Forum of Transport Champions to 
share best practice.

All Travel Plans consist of a package of measures aimed at 
reducing single occupancy car use amongst employees, retailers 
and shoppers through enhancing the information about public 
transport and providing details on the various travel options 
available. 

We work with local authorities, transport operators and other 
stakeholders to tailor their requirements for each centre and the 
catchment areas they serve and the plans set out to provide 
information to customers on the alternative means of visiting 
our centres. In 2012 four Travel Plans were fully updated and 
approved by the relevant local authority. 

As part of the Government's Plugged in Places programme intu 
has continued the process of upgrading the electric car charging 
points. These were first installed at 9 centres in 2008 and this 
was the first scheme to be launched nationally. The upgrade 
programme is expected to be completed in 2013.
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Together with our 
stakeholders
Maintaining strong relationships with groups and individuals that are part 
of, or influence the success of our business, is vital to our ongoing success. 
We need to understand the needs and expectations of all in order to provide 
a business that offers a great shopping experience with informed investors, 
passionate employees and well supported communities.

Our commitments88% Employee Assistance 
Programme

Response rate to  
employee survey

Introduced in 2012 supported  
by The Retail Trust

9 50%
Consumer focus groups held  
at our centres

Increase in the CR Employee  
Recognition Fund available

Increase our engagement with customers

Further develop the operation of the  
CR Employee Recognition Fund

Continue existing and develop further 
partnerships with local councils on CR issues
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Relationships

Working together to support 
good causes

Intu employees and Facilities Alliance 
partners walk across the country to 
support their chosen charities
The CR Employee Recognition Fund (ERF) provides employees 
with an opportunity to gain support from intu for a charity close 
to their hearts. The ERF was oversubscribed in 2011 and so was 
increased by 50% for 2012. This increase came at a good time as 
in August 2012 a team of 15 walkers from both of our service 
partners Europa and Inviron and five shopping centres set out 
on the 'Hadrian’s Wall Challenge'.

The Challenge involved walking 84 miles in four days from 
Bowness on Solway to the Segedunum Roman Fort at 
Wallsend. The walking was not limited to the cross-country 
efforts; treadmills were set up at five of our centres and 1,862 
additional miles were walked by centre teams. This challenge 
was set up and managed by employees at our centres with the 
aim of gaining donations for six charities locally supported by 
the centres. Two of these centre/charity relationships have 
already been recognised by the Chairman's CR Prize. In total 
£10,000 was raised for the charities including £2,000 donated 
from our ERF. 
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Relationships

We are always 
working to maintain 
and develop 
relationships with our 
key stakeholders

What we’re doing
Customers
We recognise the importance of providing first class facilities and 
customer service to our shoppers. Our focus is on attracting and 
retaining the loyalty of our customers. 

Complaints procedures enable us to respond promptly and 
appropriately to all complaints and comments received from our 
customers. Investigation procedures are in place to prevent 
recurrences.

Mystery shopping programmes focus on evaluating retailers 
within each centre and, in some cases, the centre’s Customer 
Service and Security teams. The research framework adopted for 
the mystery shopping programme also enables the results to be 
tracked and benchmarked each year to analyse ongoing 
performance in customer service.

We carry out focus group sessions which will typically evaluate 
customer experiences taking feedback on positive or negative 
points and assessing proposed marketing campaigns. Customers 
from a cross-section of the demographic makeup of the 
appropriate centre are invited to participate. In 2012 we carried 
out 12 focus groups.

Each of our centres undertakes peak and off-peak shopper 
interviews in the malls. In 2012 these surveys occurred at 10 of 
our centres and the Trafford Centre undertook peak surveys. 
Less detailed than the focus groups, they concentrate on 
gathering information on frequency of visits, spend, use of 
catering and mode of transport. Wide-ranging postcode surveys 
are conducted at directly managed centres. In 2012 we 
undertook postcode surveys at 10 of our centres.

Results and findings from these exercises are fed back to all 
retailers by our Centre Management Teams to help improve 
standards across the centres and also to commend those 
offering exceptionally high standards to our shoppers.

We continue to work to ensure that the disabled facilities in our 
properties meet the requirements of our shoppers and occupiers.

Retailers
We want to be the landlord of choice and so our relationship 
with our retailers and other occupiers is a prime focus of our 
business. We work at all levels to connect with them to ensure 
that we are providing the high quality service they need for the 
success of their business.

Our Property and Centre Management Teams operate 
structured communication programmes that reinforce the 
relationships we have with retailers and occupiers. They are 
based on like-level representation from both parties at all levels, 
enabling an understanding of our and their businesses in terms 
of strategy and operations.

We provide retailers with feedback from our various customer 
engagements for their consideration so that our centres offer the 
best experience to shoppers.

Our People
Our employees are fundamental to the success of our business 
and to the delivery of a high quality service for our occupiers and 
shoppers. 

We are committed to providing a working environment which is 
stimulating and challenging, giving employees opportunities to 
reach both personal and professional goals whilst delivering 
business targets. We therefore maintain a comprehensive set of 
policies, including a Diversity policy, that continues to embody 
our approach to our employees and which provides the 
framework for the high standards of behaviour and values that 
we expect.

Our comprehensive induction process ensures that new 
employees are provided with an appropriate and detailed 
understanding of the aims and objectives of all areas of our 
business and the importance we place on business ethics, health 
and safety and customer service. Induction packs give detailed 

Working together

“The Europa team is delighted with another great year working 
closely with intu. Through our alliance partnership, and by 
engaging our employees, we have been able to focus on new ways 
of working, best practice and the delivery of excellence in 
customer service. Our teams have worked closely together with 
community groups, the emergency services and a wide range of 
local agencies.” Geoff Grateley - Account Director, Europa
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Health and Safety (H&S)  
at our shopping centres
Policy
Our H&S policy is overseen by the Board and implemented through 
a H&S management system. The Health and Safety Executive 
Committee reviews new legislation, oversees progress, reviews 
accident reports, disseminates policies and considered best practice 
to operational teams. Each centre has an H&S forum. External 
contractors engaged at our centres, including those engaged by our 
retailers, are required to provide full details of their competence to 
undertake the work before being granted a ‘permit to work’. 

Training
Members of the Intu Health & Safety Executive Committee are 
expected to undertake formal training to a level of knowledge in 
H&S matters. At an operational level, we have an award-winning 
programme of H&S awareness training, the ‘Harry & Sally’ campaign 
uses a 12-month calendar to promote safety awareness throughout 
the shopping centres. H&S awareness is an integral part of induction 
and is reinforced through job related courses.

Monitoring
The H&S management system contains a central repository of 
relevant information, this ensures that all those with responsibility 
for H&S issues have access to full and accurate information. If an 
incident occurs an investigation is undertaken to determine the 
cause of the accident and any actions that could be implemented  
to avoid repeat occurrences. ‘Near-misses’ are routinely reported  
and analysed for possible learnings. External consultants carry out 
annual review visits to all directly managed centres.

H&S in focus: Chapelfield
Our Chapelfield centre runs a  
SEE IT, SAY IT campaign which gives 
H&S responsibility to every member  
of the team regardless of role.  
This approach has help Chapelfield  
to achieve top marks in its  
H&S assessment.

information on all internal procedures, processes and policies. 
Induction sessions include a specific Corporate Responsibility 
element.

We support and encourage the personal and professional 
development of employees as this is considered to be critical to 
the Group’s success. All new employees are set personal 
objectives when they join the Group, these objectives are for 
both professional and personal development and, where 
possible, targets are measurable. All employees have at least 
annual Personal Development and Training reviews. The aim of 
our personal development planning is to equip employees with 
the skills to perform their current role and also to develop them 
both personally and professionally. Our programme ensures that 
our employees have up to date training, based on needs 
identified on an individual basis between employees and their 
managers. Plans under the scheme identify where individual 
performance may be enhanced through development initiatives 
including training courses, independent training, CPD updates, 
seminars, industry briefings, formal studies and coaching, as 
appropriate. Where relevant professional qualifications and 
memberships are funded by the Group. Monthly training logs are 
maintained by line managers and consolidated by the HR 
department to monitor and review individual training 
programmes against the Group requirements. 

In 2012 we established an Employee Assistance Programme 
(EAP) run by The Retail Trust. This Programme offers our 
employees and their families an opportunity to obtain 
professional assistance, at no cost, for personal problems that 
they may be experiencing. The Retail Trust's staff of professional 
counsellors are available to help employees with personal, family, 
and work-related problems.

In 2012 the Trafford Centre retained its Investor In People Gold 
Award and was recognised at the Chambers of Commerce 
Awards as National Winners of the Commitment to People 
Development Award.

Our Chairman’s CR Prize which recognises relationships 
developed with community organisations by individual centres is 
well established and in its fourth year

The Group operates a CR Employee Recognition Fund (ERF) 
which supports and encourages employees who wish to pursue 
community volunteering opportunities. The ERF is in place to 
make additional ex-gratia donations to charities supported by 
individual employees and Facilities Alliance employees at our 
shopping centres. In 2012 the budget for the ERF was increased 
by 50% and it was 85% subscribed.

We offer salary sacrifice benefits to our employees including:

•	a childcare vouchers service

•	Cyclescheme loans which assist staff in the purchasing of 
bicycles for commuting

Local Authorities and Government
Fostering strong working relationships with local authorities, 
town centre management bodies and other community business 
partnerships is vital to our centres’ continued success and in turn 
the economic impact we have on local communities and, more 
widely, regions of the UK. As a leading UK property investor with 
a long-term interest in the properties that we own, our 
participation in the formulation and development of new 
planning policies and guidance at both national and local levels 
can provide the insight afforded by the years of accumulated 
knowledge we have acquired.

We conduct government engagement on key issues affecting 
our business through industry-wide organisations including the 
British Property Federation, the British Council of Shopping 
Centres and the British Retail Consortium. We are associate 
members of the All Party Parliamentary Corporate Responsibility 
Group and the All Party Parliamentary Environmental Group.

We work closely with local authorities, who in some areas are 
co-investors in our shopping centres, on the development of 
Structure Plans and other regional initiatives.
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Employee Communication 
and Engagement
Active engagment with our employees is very important to 
the Group. Each year, the Chief Executive and other senior 
Executives give presentations on the Group’s annual and 
interim results to employees. There is also an annual Corporate 
Responsibility Presentation which is introduced by the Chairman.

In 2011 we undertook our first Group-wide employee survey. 
This was repeated in 2012. In the first year we achieved a 
response rate of 90% and in 2012 we achieved 88%. In 2011 
57% of questions received a positive response, this increased 
in 2012 with 70% of questions receiving a positive response. 
The chart below pulls out the results of questions which fall 
under the umbrella of Corporate Responsibility, for all of 
these areas more than 60% of employees agree with the 
positive statement(s) made regarding the area in both 2011 
and 2012. All results of the employee survey are disseminated 
to employees by function across the business with overall 
results as well as function specific results being provided  
to employees.

•	We partner with Bromley Council's Bromley  
Environmental Partnership

•	We partner with Norwich City Council, and others locally, as 
members of the Norwich Carbon Reduction Trust which works 
to inform people about climate change and sustainable living 
and provides practical advice on actions that can be taken

•	The Potteries supports Stoke-on-Trent City Council’s Safer 
Places Scheme which aims to provide a safe temporary place if 
a person with a learning disability feels distressed, vulnerable or 
scared whilst out and about in the community.

Investors
A programme of constructive engagement with our 
shareholders and potential investors and other organisations  
is vital to the success of the business. We conducted 131  
investor meetings in 2012.

The Group seeks to engage with shareholders through investor 
meetings and announcements as well as the Group’s Annual 
General Meeting. The Group has a strong investor relations 
programme. Our Investor Relations Manager oversees the 
programme of communication with investors and analysts, 
working with consultants to ensure the effectiveness of our 
engagement with them.

We welcome representatives from groups who have a special 
interest in CR, environmental, social and governance (ESG) issues 
and are happy to discuss our initiatives with them. We provide a 
number of tailored responses to representatives of socially 

responsible investment (SRI) funds each year as well as 
responding to investor driven assessments such as those 
provided by Dow Jones Sustainability, GRESB and the  
Carbon Disclosure Project.

Suppliers
We recognise the wide range of potential impacts arising from 
our supply chain as it relates to the development of our property 
portfolio and the procurement of the products and services for 
its management and operation.

In 2012 our key suppliers were those we contracted to provide 
services at 11 of our 12 directly managed shopping centres. 
There are two principal types of services provided; soft services 
– the provision of security and cleaning and hard services – 
technical services, such as heating, lighting and building 
management. These contractors are considered by our shoppers 
to be employees of our centre and it is important that the 
relationship we have with them means that they are able to be 
as passionate about delivering a good shopping experience as 
those direct employees in the centre management teams.

The contract for our providers of soft and hard services includes 
details of the required standards of ethical trading and corporate 
responsibility and includes a prerequisite for ISO 14001 and ISO 
9001 certification, underpinned by a number of specific 
performance indicators relating to energy, waste and CR. 
Compliance to these performance standards is monitored by 
each centre’s General Manager and at head office by the Head of 
Facilities Management. 

What we plan to do
•	Implement a management development programme using 

recognised business school techniques to enhance the skills 
of senior managers and emerging talent 

•	We will review and improve our health and well-being offering 
to employees

•	The results of the 2012 survey will be discussed with all 
employees in the first quarter of the year and a series of  
local action plans developed
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100

80

60

40

20

Employee survey results

Training and 
Development

% of 
positive 

responses 2011 2012

22 Intu Properties plc 2012 Corporate Responsibility Report

Overview Communities and  
economic contribution

Environmental efficiency Relationships Data appendix



EPRA KPI table
Carbon emissions (CO2e)
GHG emissions from directly managed centres 2010 2011 2012 Trend

Absolute GHG emissions (tonnes)1 43,792 51,930 47,315 ▼
Like-for-like GHG emissions–2011 portfolio3 (tonnes) n/a2 51,930 46,067 ▼
Like-for-like GHG emissions–2010 portfolio4 (tonnes) 43,792 41,727 37,076 ▼
GHG emissions intensity: kgCO2e/m2 communal floor area 115 120 108 ▼

Total energy consumption–electricity, district heating and gas
Total energy consumption at directly managed centres 2010 2011 2012 Trend

Absolute energy use (kWh) 103,882,532 116,042,947 111,050,701 ▼
Like-for-like 2011 portfolio3 (kWh) n/a4 116,042,947 105,757,083 ▼
Like-for-like 2010 portfolio4 (kWh) 103,882,532 95,806,700 87,658,545 ▼
Energy intensity: kWh/m2 communal floor area 274 267 253 ▼

Water consumption
Water consumption in directly managed shopping centres 2010 2011 2012 Trend

Absolute water use (m3) 263,190 311,052 330,074 ▲
Like-for-like portfolio from 20113 (m3) n/a4 311,052 325,543 ▲
Like-for-like portfolio 20104 (m3) 263,190 234,179 255,762 ▲
Water intensity: m3/million visitors 1,378 1,382 1,375 ▼

Waste streams and totals
Waste by disposal route (by weight) 2010 2011 2012 Trend

Waste recycled (tonnes) 12,754  15,256  16,167 ▲
Waste to landfill (tonnes) 3,074  2,219  620 ▼
Waste to energy (tonnes) 2,226  5,993  6,584 ▲
Total waste (tonnes) 18,046  23,358  23,371 ▲
Waste recycled 71% 65% 69% ▲
Waste to landfill 17% 10% 3% ▼
Waste to energy 12% 26% 28% ▲
Waste diverted from landfill 83% 91% 97% ▲

The European Public Real Estate Association (EPRA) launched 
it best practice recommendations (BPR) on Sustainability 
Reporting in 2011, these recommendations are considered to 
focus on those environmental issues that are currently most 
relevant and material for our sector. The tables on this page 
cover each of the areas recommended by EPRA’s BPR 
Sustainability in the most appropriate way for the Group.

Monitoring and measuring our 
performance across our three pillars, 
Communities and Economic Contribution, 
Environmental Efficiency and 
Relationships, is key to our ongoing 
corporate responsibility success.  
This section provides material data to 
support those three pillars.

1 Intu applies the ‘operational control’ approach in reporting GHG emissions in line with the GHG Protocol definition
2 We are not publishing details of our 2011 portfolio for 2010 as in 2010 we did not have operational control of Trafford Centre which is 

included in the 2011 portfolio
3 2011 portfolio refers to all centres currently held with the exception of Broadmarsh
4 2010 portfolio refers to all centres currently held with the exception of Trafford Centre and Broadmarsh

Key
Positive upward trend ▲
Positive downward trend ▼
Negative upward trend ▲
Negative downward trend ▼

Data appendix
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Directly managed centre and 40 Broadway energy use

Centre

Total electricity 
consumption 

(kWh)

CO2e from  
electricity 

(tonnes) 
Gas 

(kWh)

CO2e from  
Gas 

(tonnes) 

District  
heating 

(kWh)

CO2e from  
district heating 

(tonnes) 

Total  
energy use 

(kWh)

Total CO2e  
emissions

(tonnes) 

Braehead Arena 2,424,552 1,312 3,112,516 571 0 0 5,537,068 1,883
Braehead 5,650,084 3,057 304,444 56 0 0 5,954,528 3,113
Broadmarsh 1,956,308 1,058 0 0 3,337,310 190 5,293,618 1,249
Chapelfield 3,020,339 1,634 1,034,815 189 0 0 4,055,154 1,824
Eldon Square 8,789,233 4,755 14,292,943 2624 0 0 23,082,176 7,379
Lakeside 9,783,211 5,293 3,660,320 672 0 0 13,443,531 5,965
Metrocentre 6,003,026 3,248 1,338,470 246 0 0 7,341,496 3,493
The Chimes 2,385,929 1,291 589,590 108 0 0 2,975,519 1,399
The Glades 3,033,630 1,641 634,292 116. 0 0 3,667,922 1,758
The Harlequin 8,459,768 4,577 1,222,239 224. 0 0 9,682,007 4,801
The Potteries 2,135,788 1,155 317,156 58 0 0 2,452,944 1,214
Trafford Centre 15,857,020 8,579 2,241,518 4112 0 0 18,098,538 8,990
Victoria Centre 6,480,634 3,265 0 0 1,581,049 90 7,616,111 3,355
Total all directly managed centres 75,979,522 41,105 28,748,303 5,278 4,918,359 280 109,646,184 46,663
Total like-for-like directly managed centres–2011 portfolio3 74,023,214 40,047 28,748,303 5,278 1,581,049 90 104,352,566 45,415
Total like-for-like directly managed centres and 
head office–2010 portfolio4 58,166,194 31,468 26,506,785 4,867 1,581,049 90 86,254,028 36,425

Intu Head Office - 40 Broadway 873,135 472 976,954 179 0 0 1,850,089 652
Total for directly managed centres and head office 76,852,657 41,577 29,725,257 5,458 4,918,359 280 111,496,273 47,315
Total like-for-like directly managed centres and 
head office–2011 portfolio3 74,896,349 40,519 29,725,257 5,458 1,581,049 90 106,202,655 46,067
Total like-for-like directly managed centres and 
head office–2010 portfolio4 59,039,329 31,940 27,483,739 5,046 1,581,049 90 88,104,117 37,076

Directly managed centre waste
Total waste (tonnes) % waste recycled onsite % waste recycled offsite % of waste recycled % waste to landfill % waste to energy

Braehead 1,527 43 17 60 15 25
Broadmarsh 349 33 8 41 0 59
Chapelfield 1,061 56 17 74 26 0
Eldon Square 1,801 29 64 94 7 0
Lakeside 3,509 34 33 68 0 32
Metrocentre 4,216 23 72 95 0 5
The Chimes 985 45 11 57 0 43
The Glades 1,357 40 50 90 0 10
The Harlequin 729 49 3 51 0 49
The Potteries 732 51 49 100 0 0
Trafford Centre 5,985 35 3 38 0 62
Victoria Centre 1,121 35 65 100 0 0
3 2011 portfolio refers to all centres currently held with the exception of Broadmarsh
4 2010 portfolio refers to all centres currently held with the exception of Trafford Centre and Broadmarsh
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Health and Safety
2010 2011 2012

RIDDOR incidents recorded:
Employees and Contractors 0 1 2
Members of the public 55 51 40
Fatalities:
Employees/Contractors/Members of the public 0 0 0

 
Employee data

  2010 2011 2012

Total training days 365 1,313 1,149
Average training days per employee 1.5 2 1.75
Whistleblowing incidences 1 1 0
Grievances 2 18 21
Average employee sick days 2.5 3.75 5

 
Community contributions
Donation type 2011 2012

Cash £332,000 £335,000
Gifts in kind £1,288,000 £1,025,000
Time £106,000 £89,000
Facilitate donations £406,000 £468,000
Total including facilitated donations £2,132,000 £1,917,000
Total excluding facilitated donations £1,726,000 £1,449,000

Employee time spent supporting local communities
2010 2011 2012

Hours5 3,754 6,597 5,578

5  Employee time is given through organising or managing community events or through direct volunteering
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Big Sing
2011
2012
2013

Bromley Environmental 
Partnership

2011
2012
2013

Create
2011
2012
2013

Futures Theatre Company
2011
2012
2013

I CAN 
2011
2012
2013

Reid Kerr College - Kirklandneuk 
Community Centre

2011
2012
2013

Leap
2011
2012
2013

Music in Hospitals
2011
2012
2013

Norwich Carbon  
Reduction Trust

2011
2012
2013

The Outward Bound Trust
2011
2012
2013

Retail Gold
2011
2012
2013

Rev & Go
2011
2012
2013

The Conservation  
Volunteers

2011
2012
2013

Tyneside Cinema
2011
2012
2013

Youth and Philanthropy  
Initiative 

2011
2012
2013

Our Community Partners Matrix demonstrates how we work in the local community close to  
all of our centres. Each orange segment represents a community project or partnership which 
is occurring, has occurred, and supported by intu.

Community  
partner matrix
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Bureau Veritas’ Independent  
Assurance Statement

Introduction
Bureau Veritas UK was commissioned by Intu Properties plc  
to verify the information presented in its 2012 Corporate 
Responsibility (CR) Report. Thereby providing assurance to 
stakeholders on the accuracy, reliability, materiality, scope and 
objectivity of this information. The preparation of the 2012 CR 
Report is the sole responsibility of Intu.

Objectives of Assurance
The objectives were to:

1.  Review the integration and implementation of  
Intu’s CR approach;

2.  Review the underlying systems for governance of CR, 
identification and management of issues, and performance 
metrics (such as data collection, compilation, review and 
consolidation methods);

3.  Verify performance factual information and activities undertaken 
by Intu over the reporting period 1 January 2012 to 31 December 
2012 as presented within the CR Report;

4.  Verify performance data presented by Intu over the period 
1 January 2012 to 31 July 2012 as presented within the CR Report.

Bureau Veritas recognises the need for a robust, transparent 
assurance process to ensure credibility and to act as a tool to drive 
performance improvement in Intu’s CR reporting and strategy. This 
is achieved by providing an impartial commentary on the reporting 
process and proposing recommendations for further development 
within this statement.

Methodology
To conduct the assurance we undertook the following activities:

•	Interviews with key employees at Intu head office to build an 
understanding of the CR strategy, identification and management 
of key CR issues and risks to the company and its stakeholders;

•	Verification of performance data and factual information 
contained within the CR Report through a process of document 
review, data sampling and interrogation of supporting databases 
and associated reporting systems; and

•	Visits to 8 intu shopping centres – Braehead (Glasgow), Chapelfield 
(Norwich), The Chimes (Uxbridge), Eldon Square (Newcastle), The 
Glades (Bromley),The Potteries (Stoke-on-Trent), The Chimes 
(Uxbridge), Lakeside (Thurrock), Metrocentre (Gateshead) and Victoria 
Centre (Nottingham) to evaluate integration and implementation of 
CR at site level, and to verify performance data at source.

Opinion
Based on our investigations, it is our opinion that Intu’s CR Report 2012:

•	Provides information that is reliable and a reasonable account of 
relevant activities and performance over the reporting period on 
CR activities;

•	Highlights Intu’s commitment and recent progress in addressing 
material issues and embedding CR governance, policies and 
relevant processes across its operations.

This opinion has been formed on the basis of, and is subject to, the 
inherent limitations outlined below in this independent assurance 
statement. The assurance work was planned and carried out to 
provide reasonable, rather than absolute, assurance and we believe 
it provides a reasonable basis for our conclusions.

Commentary and Recommendations
Bureau Veritas are pleased to observe that Intu has now developed 
a guidance document and templates for the collation of energy 
data, and appointed Community and Energy ‘champions’ in the 
shopping centres.

Bureau Veritas presents the following key recommendations for 
consideration by Intu:

•	Carry out a strategic review of CR reporting to ensure it remains fit 
for purpose and continues to meet the needs of interested parties

•	Ensure ‘People’ issues continue to be reported in appropriate depth

•	Roll out the planned training to those responsible for collating CR 
data at the shopping centres

Details of these recommendations have been provided to the 
management of Intu in an internal Management Report.

Limitations and Exclusions
Excluded from the scope of our work is information relating to:

•	Activities outside the defined reporting period;

•	Company position statements

•	Financial data which is taken from the Intu Annual Report and 
Accounts, audited by an external financial auditor.

This independent statement should not be relied upon to detect all 
errors, omissions or misstatements that may exist within the Report.

Statement by Bureau Veritas of Independence, 
Impartiality and Competence
Bureau Veritas is an independent professional services company 
that specialises in quality, environmental, health, safety and 
social accountability with over 180 years history in providing 
independent assurance services, and an annual turnover in 2009 
of Euros 2.6 billion.

Our assurance team has extensive experience in conducting 
assurance over environmental, social, ethical and health and 
safety information, systems and processes in accordance with 
best practice.

Bureau Veritas has implemented a Code of Ethics across its 
business which ensures that all our staff maintains high ethical 
standards in their day to day business activities.

Bureau Veritas UK Ltd 
London, February 2013
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