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Glad Group acknowledges the Traditional Owners of the 
land and pays respect to their Elders, ancestors, cultures 
and history. 

We pay tribute to First Nations Peoples’ resilience and 
acknowledge their continuing connection to the land, 
waters and sky. 

We value their cultures and respect them as the First 
Peoples of this country. 
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About this report 
This report covers Glad Group’s sustainability related activities for the 
financial year 1 January 2020 to 31 December 2020, with particular 
focus on our cleaning and security services which form the largest 
part of our business. 

This report is approved by Glad Group’s Governance Committee, 
chaired by Glad Group’s Executive Director. 
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About Glad Group 
Proudly Australian-owned, Glad Group has been dedicated to 
working in partnership with customers to achieve their goals since 
1989. Glad Group provides integrated property services to 
customers, including cleaning, security, concierge and 
maintenance services.  
 
 

 

 

At Glad Group, we know our business success depends on providing 
exceptional services. We do this by supporting our people and 
setting them up for success, and operating in a way that protects 
the environment and strengthens the communities that we operate 
in.  

 

Our culture 

We are a privately owned business with a track record of growth 
and excellence. This history has defined the culture at Glad Group, 
which we believe is a key differentiator and an important building 
block in our success as a business.  

In particular, Glad Group’s culture: 

• Sees our people treated as part of the “Glad Family”. 
• Gives our people confidence to speak up and challenge 

the status quo. 
• Holds people accountable for their actions. 
• Empowers our people to look at ‘how we can do 

something’, not ‘why we can’t’. 
• Encourages and celebrates collaboration. 
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Our locations 

We have more than 2,500 people based at over 400 customer-sites 
around Australia and have recently expanded into New Zealand. 
Our customers include ASX listed property companies, government 
agencies and tertiary institutions. 

 

  
 

 

 

Office locations: 

• SYDNEY HEAD OFFICE 
3 Garnet Street 
Rockdale NSW 2216 

• MELBOURNE OFFICE 
Unit 9, 3 Westside Avenue 
Port Melbourne VIC 3207 

• BRISBANE OFFICE 
Unit 2, 29 Links Avenue North 
Eagle Farm QLD 4009 

• PERTH OFFICE 
672 Murray Street 
West Perth WA 6005 

• NEW ZEALAND OFFICE 
P.O. Box 15793 New Lynn 
Auckland  

 

 

 

 

Activities, brands, products and 
services: 

• Cleaning 

• Security 

• Concierge 

• Maintenance 

• 24/7 Help Desk 
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Message from the CEO 
There are greater expectations of our performance from our 
stakeholders than ever before and, in recognition of the importance 
of sustainability in our business, I am proud to present Glad Group’s 
latest Sustainability Report.  
 
Although 2020 was a difficult year, it has reminded us of what is most 
important. Whilst our business must deliver financial returns, we 
cannot do this at the cost of our environment, our communities or 
our people, and we must find ways to deliver value for all of our 
stakeholders at the same time. 

During the year we generated a great deal of momentum in our 
sustainability approach, most notably: 

• We revised our sustainability strategy (see page 11). 
• We reaffirmed our commitment to delivering sustainable 

outcomes by becoming a member of the United Nations 
Global Compact. 

• We become a partner of the Supply Chain Sustainability 
School to support industry-wide capability building. 

• We established our baseline environmental footprint. 
• We took great strides in developing our approach to Modern 

Slavery and embedding this in business as usual practices. 

We cannot do any of this without our fantastic group of employees. 
We are fortunate to have real diversity in our workforce with people 
coming from many different backgrounds and experiences. This has 
enabled us to create a dynamic and inclusive workforce which is a 
real area of pride for us here at Glad Group, and is something that 
will remain a priority for the company.  

As we look forward, we can see that continuing to focus on 
sustainability in its broadest sense will be critical to the success of our 
business and we are committed to maintaining this as a long term 
priority. We look forward to keeping you up to date on our progress.  

Nick Iloski, 
CEO, Glad Group 

To provide feedback on this report, 
please message: sustainability@gladgroup.com.au 

  

mailto:sustainability@gladgroup.com.au
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Corporate Governance 
Strong governance is essential to sustainable business operations 
and we strive to operate our business according to the highest legal 
and ethical standards. For Glad Group this means embedding an 
ethical culture that drives great performance, brings our risk and 
compliance approach to life in a practical and user-friendly way, 
and ensures there is appropriate oversight and control.  
 
Our approach starts at the Executive and Senior Management level 
where we have established the Governance Committee. This 
Committee sets the business’s corporate standards and culture and 
provides oversight of Glad Group’s operations to build long-term 
value, taking into account the interests of stakeholders including 
customers, employees, the broader community and the 
environment. This includes overseeing the risk management, 
compliance, health and safety and internal control frameworks of 
the business, driving a focus on continuous improvement. This 
Committee is supported by Glad Group’s Sustainability Committee 
which oversees Glad Group’s sustainability strategy, its 
implementation and achievement of objectives, and considers 
broader sustainability matters relating to the business that it 
determines to be material and relevant.  

 

 

 

Glad Group’s accredited Integrated Business Management System 
(IBMS) underpins all aspects of the business, combining functions 
relating to the quality of the service, work health and safety 
standards and environmental management. The IBMS is designed to 
support and continuously improve our integrated property services 
model, in compliance with relevant legislation, regulations, codes of 
practice, and to the applicable standards. 
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Our Code of Conduct, values and related policies and procedures 
articulate our commitment to conducting business in a responsible 
and ethical manner. This includes adhering to all laws and 
regulations, for example relating to anti-bribery and corruption, 
protection of human rights, or maintaining a positive work 
environment. 

Our key policies can be found at: www.gladgroup.com.au/our-
approach/ 

 

Glad Group’s Values 
 

TRUST 

Our actions are honest and 
sincere. We build positive 
relationships within our 
workplace community. 
We do what we say and 
deliver on our promises. 
 

 

RESPECT 

Built upon trust, respect 
brings us together. 
We collaborate, share 
ideas and foster a 
welcoming workplace 
community. We respect 
one another as we seek to 
be respected ourselves. 
 

 

INTEGRITY 

Built on trust and respect, 
integrity defines who we are 
by following through on 
what we say, do, and 
promise. 
 

 

INNOVATION 

Built on trust, respect and 
integrity, innovation 
challenges us to push 
boundaries. We use our 
imagination to explore 
new ideas as we seek to 
go above and beyond 
every day experiences. 
 

 

  

http://www.gladgroup.com.au/our-approach/
http://www.gladgroup.com.au/our-approach/
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A Global Pandemic 
2020 saw Australia facing the onset of the COVID-19 pandemic 
which has subsequently escalated into a world-wide health crisis.  

As soon as the Australian Government activated its emergency 
health response plan, Glad Group established its COVID-19 
Pandemic Working Group, comprised of key senior leaders from 
around the business. During the height of the pandemic, this Working 
Group met three times a week to assess and address the business 
and people impacts, review the processes and procedures in place 
to keep our people and customers safe, draft and review internal 
and external communications and review updates on the status of 
the pandemic.  

The safety of our people, our customers and the community has 
been the top priority throughout and we remain focused on working 
with our customers and people to ensure that strict safety protocols 
and measures are in place.  

Unfortunately, as a provider of soft services to the commercial and 
retail property sectors, we were not immune to the contraction of 
service that resulted from the lockdowns that occurred in an 
attempt to curb the spread of the virus. This meant that Glad Group 
employees were impacted through reduced hours, with the 
company using the broad scope of our operational platform to re-
deploy staff and support them with rostered hours where possible. 
This included working closely with our people to share available 
hours across as many staff as possible to ensure jobs were protected 
to the best of our ability. 

Engagement with our people was key throughout this period, and 
Glad Group maintained ongoing contact via our online staff 
communication platform to ensure relevant, up-to-date pandemic 
information and opportunities were available in near real-time. 

The resilience of our people throughout the pandemic has been 
incredible; their commitment to their jobs despite difficult 
circumstances has been second to none and has enabled the 
business to respond and adapt quickly. We have been pleased to 
be able to progressively return people to full work engagement, with 
the vast majority of our 2,500 workforce returned to working pre-
pandemic levels by early 2021. 
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Sustainability Approach 
A sound approach to sustainability practices is critical to Glad 
Group building a successful business in the long term. 
 
Guiding principles 

• We are committed to operating with the highest standards 
of integrity, honesty and transparency. This is reflected in the 
values that we ascribe to – Trust, Respect, Integrity and 
Innovation – and supported by our governance practices 
and investment in the fundamentals of our business including 
our approach to risk and compliance.  

• The safety and wellbeing of our people is critical; for us to 
thrive as a business, our people must thrive.   

• We are a member of the many communities in which our 
operations and people are based and take our role as a 
community member seriously.  

• We minimise the impact of our operations on the 
environment – both the impact through the services we 
provide to our customers and the impact of our own 
operations.  

Value creation and sustainable development are complementary 
goals. We are committed to practices that have a positive impact 
on the communities and environment in which we operate.  
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Approach to developing our strategy  

To create long term value and a resilient business, we assess on an 
ongoing basis the changing priorities of our stakeholders, and the 
intersection of those with our business. We regularly engage with our 
stakeholders and in 2020 undertook a specific engagement 
program to seek stakeholder input as to the most important 
(material) issues that Glad Group should be addressing in our revised 
sustainability strategy.  

The concept of materiality is central to corporate sustainability 
because it helps organisations highlight and prioritise the 
environmental, social and governance (ESG) issues of greatest 
importance. It also helps stakeholders understand how the business 
impacts on society and the broader environment, and how those 
factors impact on the business and are managed. 

This specific engagement program identified 18 material issues 
which have directly informed our revised strategy. We are 
establishing targets, actions and owners for each of these material 
issues to ensure that we meet stakeholder expectations. To enable 
us to more effectively communicate the key themes and activities, 
we have consolidated them into nine topic areas, described on 
page 13. 

We are committed to informing our stakeholders of our progress 
through regular updates which include both published materials, 
website content and most importantly face to face engagement to 
enable the exchange of ideas and perspectives.  

 

  



GLAD GROUP | SUSTAINABILITY REPORT | 2020 

Page 12 of 31 
 

Our Strategy and areas of focus 

Glad Group’s sustainability strategy provides the lens that we use to 
manage ESG risks and opportunities and create long term shared 
value. It incorporates three key objectives, each with three areas of 
focus, which collectively direct us towards addressing the issues 
considered most important for our business stakeholders.  

 

 

 

We are embedding these core sustainability principles and priorities 
in the day to day operations of the business so they become 
business as usual activities and considerations. 
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Alignment to the UNGC and UN Sustainable 
Development Goals 

During the year, Glad Group became a signatory to the United 
Nations Global Compact. As a signatory, we are committed to 
upholding the UNGC’s ten principles and also to supporting the 
broader UN Sustainable Development Goals (SDGs). 

 

The UNGC’s ten principles cover the areas of: 

1. Human Rights 
2. Labour 
3. The Environment 
4. Anti-corruption 

 

 
 
 
The SDG’s are a set of 17 universal goals applicable to all stages 
countries at all stages of development. They detail a path to 2030 
to end extreme poverty, fight inequality and injustice, protect the 
planet, and provide a framework for global and local sustainable 
development efforts. 
 
The implementation of Glad Group’s sustainability strategy enables 
us to positively contribute to a number of the SDGs including: 
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Key affiliations and partnerships 

In support of our sustainability approach we have aligned and 
engaged with leading sustainability groups and organisations. 
Through our engagement with these organisations, we are involved 
in discussions aimed at advancing sustainability progress across the 
market as a whole while adopting a continuous improvement 
approach to building our own capability in the space.  

 

During 2020 Glad Group became a partner of the Supply Chain 
Sustainability School. The Supply Chain Sustainability School is a not-
for-profit initiative that aims to create more sustainable supply chains 
for the property, construction and infrastructure industries in 
Australia. It takes the form of a free learning platform, providing 
resources to upskill those working within or working with the built 
environment sector. 

We see this as a great way to engage and support our suppliers, 
who are some of our key business partners. We want to work with 
them and help build their understanding and capability to manage 
key sustainability issues, to ensure we achieve the best sustainability 
outcomes for everyone.  

 

 

We are a member of the Cleaning Accountability Framework (CAF) 
and support CAF’s mission is to work together to end exploitation of 
workers in the property services industry and improve work 
standards.   
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Better Business 
We are taking an ethical and sustainable approach to managing 
our business. 

Responsible business 

Our commitment to both respect and promote human rights and 
responsible business practices underpins our business activities and 
stakeholder relationships. This is reflected in: 

• Our explicit commitment to upholding human rights. 
• The expectations of behaviour our people (and our business 

partners), articulated in our Code of Conduct, policies and 
procedures, values, and culture of holding people 
accountable for their actions 

• How we are addressing the Commonwealth Modern 
Slavery legislation. 

 

A key area of focus is responsible supply chain management. We 
take a partnership approach to the relationships that we have with 
our suppliers and work to build strong and transparent relationships 
such that they are motivated to operate in a manner that is 
consistent with our values and standards. We also look to include a 
diverse range of suppliers, including social enterprises that support 
more vulnerable populations in society, reflecting our broad 
commitment to diversity and inclusion. 

As a property services business we have a diverse range of suppliers 
and we are enhancing our supply chain due diligence processes to 
ensure that we tackle the risks of modern slavery. At the same time, 
we are taking the opportunity to work with our suppliers to 
understand their approach to identifying their environmental, social 
and governance risks and the steps they are taking to manage 
these risks.  
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Case study: Our approach to identifying and addressing 
the risk of modern slavery in our operations and supply 
chain 

We know that today there are more than 40 million people living in 
modern slavery1, with many of them working in the supply chains of 
the businesses that operate around the globe to provide the goods 
and services we buy and consume. And, with the COVID-19 crisis 
affecting health and economies around the world, the most 
vulnerable in society are now under additional threat. It is therefore 
imperative that we come together and take action to work towards 
eradicating this terrible issue.  

Modern slavery is a complex issue that cannot be solved without 
commitment from business, government and society together. At 
Glad Group we recognise our responsibility and the opportunity to 
help eradicate modern slavery and so have welcomed the Modern 
Slavery Act 2018 (Cth). Key actions we have taken in the past year 
include: 

• Built our understanding of modern slavery risk. 
• Improved our governance, policies and processes by: 

o Introducing our Human Rights Commitment. 
o Making our expectations of our people clear by 

revising our Code of Conduct. 
o Making our expectations of suppliers clear by revising 

our Sustainable Procurement Policy and Supplier 
Code of Conduct. 

• Undertaken a supply chain mapping, risk and spend analysis. 
• Enhanced our engagement with higher risk suppliers, 

including Introducing our supplier risk assessment 
questionnaire as part of our supplier due diligence process. 

• Commenced internal employee engagement and training 
program. 

We have completed our first Modern Slavery Statement 
(https://www.gladgroup.com.au/our-approach/) and look forward 
to updating our stakeholders on our progress as we work together to 
reduce the risk of modern slavery in our operations and supply chain. 

  

                                                      
1 Source: Global Slavery Index 

https://www.gladgroup.com.au/our-approach/
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Customer partnership 

Understanding and responding to our customer’s changing needs 
and improving the customer experience is critical to the 
sustainability of our business and the ongoing relevance and 
reputation of our brand, products and services. We are focused on 
establishing great lines of communication with our customers to 
ensure that we are meeting their objectives, built on a foundation of 
transparency of service provision through our GladConnect IT 
platform.  

 

Case study: Glad Group’s technology foundations 

Glad Group has always been an organisation at the fore front using 
technology to drive innovation to better service our customers, the 
industry and deliver business outcomes. Three years ago, we revised 
our technology strategy to better deliver to the expectations of our 
customers and enable us to adapt quickly to changes in the 
industry. Our technology approach, enabled through our industry 
leading platform GladConnect, is an enabler for our business and 
customers to make informed and therefore better decisions based 
on data driven insights. This approach has served us well and given 
us a great foundation to help us manage some of the greatest 
challenges we have faced in our last 30 years of operations, with the 
unprecedented events of COVID-19. 

Our technology strategy is built on four key principals that have 
deep roots and alignment with Glad Group’s values. The following is 
an insight into our technology strategy which drives our passion to 
continue to innovate: 

• Customer Experience – technology at the centre of our 
operations must enhance the customer experience 

• Transparency – technology is an enabler to drive 
transparency and how we operate, facilitating customer 
partnerships built on trust. 

• Data Driven Insights – The collection of data forms the 
foundation to drive informed decision making. 

• Mobility – Enabling our people with a mobile device to go 
anywhere at any time and still be able to track and record 
activities.  
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Our approach is enabled by GladConnect which sits at the heart of 
our operations delivering near real time visibility into the complete 
operations of what we deliver to our customers. 

 

 

 

Our customer partnership approach also extends to how we support 
our customers in the achievement of their sustainability outcomes, 
for example helping them to manage and reduce their carbon 
emissions or dispose of the waste generated by the occupants and 
visitors to those assets. We take a proactive approach to the 
identification of opportunities to minimise emissions and maximise 
the efficient use of resources. This includes working closely with our 
clients to adjust cleaning schedules to reduce the use of and 
amount of time electricity is consumed in an asset, enabling air 
conditioning systems, vertical transport and lights to be turned off 
when not required for the cleaning process.  
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Case study: Transforming waste management 

Glad Group has driven the successful implementation of a new 
Bintracker waste management system in one of our larger 
customer’s large commercial retail buildings. Bintracker is a 
comprehensive waste reporting system that includes integrated on-
site scales and is enabled by a cleaner mobile application. 

All bins on our customer’s site are now barcoded to identify location, 
type of waste collected and weight. Each day the Glad Group 
cleaning team weighs and records the location of each bin using its 
unique bar code. The data is collected and reported in a 
dashboard, and used to track recycling rates and trends. This then 
informs targeted and specific training and engagement required 
throughout the building to maximise waste recycling.  

This type of approach is a significant step forward in the waste 
management space and represents a leap in the achievement of 
robust waste data collection. Facilitating the supporting the 
implementation of this technology at site has enabled Glad Group 
to support our customer’s sustainability objectives in a tangible way, 
including supporting the achievement of the building’s NABERS 
rating. 

  

Staff member scanning 
and weighing the bins 
using the new system. 
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Better People & Communities 
Creating better communities both within and outside of our business, 
that are safe, resilient and inclusive. 
 
 
Engagement and development 

Engaged employees that have opportunities to develop are 
imperative to ensuring that our business has the capability and also 
enthusiasm of our people to grow and to deliver on our strategy. Our 
people are the Glad Group brand custodians and are critical to us 
maintaining a high performing business. 

We know that when you have an engaged workforce, this leads to 
less employee turnover, improved productivity and better business 
outcomes. Most importantly, research shows that engaged 
employees are happier: both at work and in their personal lives. Our 
people are also often encouraged to step up and outside of their 
comfort zone, giving them supported opportunities to excel and 
broaden their experience. 

In addition to seeking input and feedback from our people, we 
know that it is important to reward and recognise people to drive 
engagement. At Glad Group we have implemented TRIIBE, an on-
line engagement platform which enables us to connect with our 
people, recognise their work and contributions and share valuable 
information with them on a timely basis. 

 

 

Learning for our people will take many different forms, whether it be 
through formal training, or learning through experience. To support 
this approach, we have designed and implemented a 
comprehensive learning and development platform, Glad 
Academy, to provide training across a wide range of topics. This 
ensures that our people maintain the required knowledge and skills 
to undertake their roles in an efficient, effective and responsible 
manner, and also facilities the development of new capabilities to 
grow our people and foster innovation. Managers are responsible 
for ensuring that training is completed by all employees in the 
required timeframes, with the platform able to provide reports on 
overdue or required staff training. 
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Inclusion & Diversity 

We know that diversity of background brings broad perspectives 
that lead to better decision-making. The nature of our business 
means that we attract a diverse range of people from different 
cultures and countries, and we embrace this. We work hard to 
ensure that our people feel able to bring their whole selves to work 
each day, supported by our Diversity and Inclusion policies. 

To ensure everyone within the workforce sees diversity as a 
competitive advantage we have adopted the following practices:  

• Our behavioural values specifically call out leveraging diversity 
for the benefit of the business and customers 

• We promote, measure, monitor and report diversity statistics of 
our workforce and recruitment practices, 

• We ensure employees are trained and understand what 
discrimination is in both direct and indirect situations, 

• Our core program of Culture of Accountability educates 
employees on how to deliver exceptional results whilst working 
collaboratively and leveraging diversity, 

• And of course, our hiring practices support applications for 
candidates of all backgrounds. 

We understand that there are still barriers to some members of the 
community to working in parts of our business. For example, the 
security industry generally employs rotating rosters which means that 
employees can see themselves working on night-shifts or over 
weekends.  This can be challenging for (for example) primary care 
givers or those with religious beliefs that preclude them from working 
on certain days of the week. We do not believe that this should stop 
anyone joining the security industry and are working closely with our 
customers to address and remove these barriers.  

Glad Group also recognises cultural diversity through the 
celebration of Harmony Day, International Women’s Day, and 
NAIDOC and National Reconciliation Week. These events are 
important to bring broad attention and awareness to the constant 
need to remain focused on diversity and inclusion in the workplace. 
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Key statistics: 

Glad Group Turnover: 

• 31.7% (industry benchmark is between 35-40%) 

 

M:F ratio in the workforce: 

• 42% female, 58% male 

 

M:F ratio in senior management: 

• 45% female, 55% male 

 

Glad Group has formed two key partnerships that reflect our 
commitment to the provision of equality of opportunity, increasing 
the diversity of our business and supporting the communities where 
we operate: 

• Aboriginal Employment Strategy (AES) is a national 
Aboriginal recruitment and group training company that 
empowers indigenous people through brokering 
employment opportunities and supporting candidates to 
have successful careers through mentoring, coaching, 
training and specialist support.  

Glad Group is working with AES to target specific 
employment opportunities where indigenous candidates 
can be hired into our cleaning, security, maintenance and 
concierge service lines. Glad Group sees this as a key way to 
support the objectives of our Reconciliation Action Plan at 
the same time as fulfilling our business requirements for great 
people to join the Glad Group family. 

• Matchworks 

Glad Group’s Victorian State office has a long standing 
relationship with Matchworks. Matchworks is a community-
based not-for-profit and is one of Australia’s largest 
employment services. Their Job Active and Disability 
Employment Services arms place people from all 
backgrounds, ages and abilities, including the long-term 
unemployed, mature age workers and young job seekers. 

Glad Group is working to extend this partnership nationally, 
given the success of the program to date which has seen 40 
candidates placed with Glad Group over the last 18 months. 

  



GLAD GROUP | SUSTAINABILITY REPORT | 2020 

Page 23 of 31 
 

Case study: Glad Group’s approach to Reconciliation  

 

In line with the business’s commitment to diversity, inclusion and 
equal opportunity, Glad Group has been a long standing supporter 
of First Nations Peoples and communities in Australia.  In 2018, Glad 
Group formalised this commitment and developed its first 
Reconciliation Action Plan which requires us to publicly hold 
ourselves accountable to supporting the reconciliation movement 
in Australia. We continue to take tangible actions, including building 
understanding amongst our people, engaging First Nations business 
to facilitate employment and B-2-B opportunities, as well as 
recognising and acknowledging important events in the First Nations 
Peoples’ community. 

One such event is NAIDOC Week which was celebrated in early 
November. The theme “Always Was, Always Will Be” was aimed at 
recognising that First Nations Peoples have called Australia home 
and cared for our country for over 65,000 years. We recognised this 
event by hosting a smoking ceremony at our Rockdale head-office, 
performed by Tribal Warrior, who took the time to talk to our people 
about the significance of a smoking ceremony and its importance 
in promoting health and wellbeing.  

Events like this are incredibly 
important; not only is it 
demonstrable support and 
recognition of our First Nations 
people and culture, but it 
continues to engage our people 
and encourage them to ask 
questions and learn more about 
Australia’s rich heritage.  

2021 is an exciting year for Glad 
Group as it will see us commit to our 
second Reconciliation Action Plan.  

  

https://tribalwarrior.org/
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Safety and Wellbeing 

We take great responsibility and care for the health, safety and 
security of customers, contractors and employees, with our 
approach encompassing both physical and mental wellbeing.  

We have a comprehensive workplace health and safety program 
that is certified under AS 4801:2001. Through this system, we monitor 
the health and wellbeing of employees and manage solutions to 
prevent workplace incidents and identify and address root causes 
should incidents occur. 
 
Detailed training is provided to all employees regarding the 
company policies and procedures and their role and 
responsibilities in implementing these, including in the identification 
of risk and reporting requirements.  
 
Our health, safety and wellbeing practices and performance are 
overseen by the IBMS Committee with items escalated to the 
Governance Committee as required.  
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Glad Group in the Community 

Our aspirations for our people extend to the communities where we 
operate and we aim to support the development of inclusive, safe 
and supported communities that thrive now and into the future.  

Glad Group supports the community by: 

• Engaging on and supporting issues of national significance. 
We do this by aligning ourselves to and supporting national 
programs of work that support the most vulnerable members 
of society. 

• Enabling our teams to build the capacity of the local 
communities where they operate. 

 

At a national level, Glad Group is a long-term supporter of the 
Property Industry Foundation (PIF). PIF’s goal is to increase the 
availability of transitional housing for homeless youth (aged 25 and 
under) through their PIF House Program.  Transitional housing is a 
stepping stone on the path to a brighter future and a young person 
will come from crisis accommodation into a transitional home for 
stability. Having a place to call home helps with establishing a 
routine, and getting back to school or going on to further education. 
It means they have a better chance of gaining employment and 
provides a stepping stone towards something more permanent. 

 

2020 has seen us undertake a review of our corporate community 
partnership approach. We are excited to share that in 2021 we will 
become part of Mission Australia’s Supporter Program.  Mission 
Australia is a national charity, with a vision of an Australia where 
everyone has a safe home and can thrive.  

At a local level, we encourage our teams to get involved in their 
local communities and support local initiatives. A great example of 
this is the partnership between Glad Group, Eastland’s Centre 
management and Maroondah City Council: 
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Case study: Supporting the Eastland’s community  

In mid-2020, Glad Group, Eastland and Maroondah City Council 
partnered together to distribute more than 2,000 toilet rolls to 
residents who were registered or utilising the Age & Disabilities 
Services or the Community Relief Program in Maroondah, Victoria.  

The program helped some of the most vulnerable members of the 
local community in a key time of need. 

 

 

  



GLAD GROUP | SUSTAINABILITY REPORT | 2020 

Page 27 of 31 
 

Better Planet 
Managing and minimising the impact of our business on the 
environment. 
 
Emission Reductions 

Increasingly, stakeholders are interested in the actions companies 
are taking to minimise environmental impacts of business. In 
response, a growing number of companies are preparing 
stakeholder reports containing information on greenhouse gas 
(GHG) emissions. Most voluntary GHG programs require the 
reporting of direct emissions from operations, as well as indirect GHG 
emissions from purchased electricity, within specifically identified 
boundaries. 

To meet this expectation, Glad Group has identified the material 
sources of our GHG emissions, and adopted the Global Reporting 
Index (GRI) Sustainability Reporting Standards to guide us in how we 
report on these material environmental impacts.  

Whilst the direct environmental footprint of our operations is 
relatively small compared to that of our customers, Glad Group 
remains focused on reducing our environmental impact and is 
committed to carbon neutrality by 2025. We have identified that the 
most material direct contributors to our footprint are through our 
consumption of electricity and the use of fuel by our fleet, and as 
such we will focus our attention on managing and reducing these 
impacts. 

• Electricity consumed 

We report on the electricity consumed at our headquarters in 
Rockdale, where the majority of our corporate employees are 
based.  

In 2019 we consumed 264,000 kWh 

In 2020 we consumed 201,0002 kWh, a reduction of just under 24%. 

This reduction is a result of the installation of a 100kw solar array (276 
solar panels) in October, on the roof of our headquarters in 
Rockdale. 

• Fleet 

We report on the fuel consumed by Glad Group’s fleet and use for 
equipment.  

2020 will be the base line year for Glad Group’s fuel consumption, 
with 126,0003 litres of fuel consumed over the year. 2021 will see a 
focus on how we manage and reduce this. 

                                                      
2 Sourced from monthly electricity invoices 
3 Sourced from fuel card provider reports 
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CO2e emissions 

In 2020, our combined electricity and fuel consumption generated 
476 tonnes of CO2e.  

Waste Management 

We acknowledge the finite nature of resources and the limited 
opportunities to dispose of waste. As such, we seek opportunities to 
implement and transition to a more circular economy, closing 
material loops by recognising that waste has value and can be 
designed for reuse and regeneration. 

In particular, this approach extends to how we work with our 
customers and support them in their management of waste.  

 

Case study: Supporting our customers in the 
management of waste 

As an experienced provider of integrated property services, Glad 
Group knows the true cost of waste. How it can both hit the bottom 
line of companies and negatively impact the environment. 

We also know that to make change it isn’t just about updating a 
process or practices, but requires the engagement of hearts and 
minds too.  

“Waste is one of the biggest environmental issues we face as a 
modern society but, looked at through a different lens, we should 
consider it a high-value resource rather than a problem to be buried 
underground,” explains one of Glad Group’s senior Account 
Managers.  

It’s with this in mind that Glad Group played a key role in the 
implementation of a new waste recovery process which has been 
rolled out across three major shopping centres.  The process has 
implemented a system that collects food waste for off-site 
transformation into bio-gas (for renewable energy generation) and 
organic fertilizer. 

So how does it work for these sites? A dedicated food disposal 
system is located in the dock and gobbles up all the fruit and 
vegetable waste from the fruit market, food court and cafés at the 
centres. Once turned into pulp, the waste is sent to a holding 
chamber and once that reaches a certain capacity, it triggers an 
automatic email to the waste management company to come and 
pick it up. A clean, simple and easy approach. 

It is though important to note that such systems can’t always be 
implemented in exactly the same way at different site – but now 
Glad Group has the experience to make site specific 
recommendations on the best way forward. 
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The new process has been incredibly successful in reducing waste, 
with more than double the amount of organic waste being recycled 
compared to the same period in the previous year. 

“We’ve found that training and having a clear allocation of roles 
and responsibilities have been key to the success of the food 
disposal system. The retailers are responsible for sorting their organic 
waste into their special caddy, and the cleaning team is responsible 
for transferring this into larger organics bins before transporting it to 
the dock,” notes Glad’s Account Manager.  

A key part of the success of the program is the emphasis on 
communication. As our Account manager explains; “in conjunction 
with Centre Management, the recycling service providers and Glad 
Group, we created a strategy that was also translated into five 
different languages that explained the new system and approach.  
Glad Group then went on a roadshow around each of the retailers 
to deliver their caddy and fully explain the objectives of the 
program”. 

 

Green Solutions 

We understand that the way that we conduct our services will 
impact on the environment of the asset that we are providing the 
service to, and that our actions can have an impact on the health 
and well-being of the occupants and visitors. To manage this, we 
educate and engage our employees on their role in managing and 
minimising environmental impacts, and encourage them to suggest 
innovative ways of doing this. We are also deliberate in the way we 
provide our services through: 

 
• The products that we buy 

We adopt a continuous improvement approach and are 
committed to integrating lower risk products and practices and 
those that are better for the environment. This is articulated in our 
Green Cleaning Policy which informs our choices of cleaning 
products, equipment, and other cleaning materials.  

Glad Group uses the most energy and water efficient cleaning 
products on the market. This includes where possible moving 
towards battery powered equipment such as leaf-blowers and 
buffing machines, and the most water efficient high-pressure 
cleaners. The decisions we make about the equipment we use must 
always have as a priority the quality of the cleaning outcome.   
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We are also working closely with our suppliers to minimise the use of 
packaging needed in the delivery and storage of the goods that 
we source. We have volunteered to participate in pilot programs 
with our suppliers to test out new ways of products being provided 
with less packaging, without any compromise to the product itself. 
We have already moved to sourcing more concentrated 
packaging of chemicals which results in smaller packaging 
requirements and hence less waste. 

 

• How we use them 

Glad Group adopts best practice cleaning schedules to ensure that 
we meet cleaning standards required but do not over-use 
chemicals. Chemicals are required in some cases to ensure the best 
safety and hygiene outcomes and we use these deliberately and 
with care.  

Our staff also receive regular training on the appropriate use of 
cleaning products, equipment and other materials, with procedures 
documented and regular oversight of their work. This includes 
training regarding storage, labelling and handling requirements, spill 
and accident management, and chemical measuring and dilution 
(which is done using automated dispensing units). 

As an organisation we are also committed to using products for their 
full life – that is choosing products that have a longer life and can 
be used multiple times. This extends to products such as the 
microfiber clothes that we use for cleaning, which are washed 
regularly to avoid bacterial and viral build up and hence kept out 
of the waste stream for longer. This also applies to the equipment we 
use – whether on site at a shopping centre or commercial building, 
or from a corporate perspective; it is used to its full capacity so that 
we do not generate e-waste unnecessarily.  

 

• How we dispose of them 

We have clear guidelines about the disposal of chemicals and 
waste water, to ensure they are disposed of in an environmentally 
appropriate and safe manner. For example, grey water from 
cleaning machines is disposed of under the supervision of a 
Supervisor in designated areas approved by Centre Management. 

All equipment is also disposed of in environmentally safe ways 
following manufacturer’s instructions, and State and local 
guidelines. 
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