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More Services Integration, Better Consumer Experience
Sodexo’s on-site team provides 15 services
lines at this site – cleaning, office greening,
pest control, mail dispatch, waste management, meeting room management, fitness
centers, engineering, catering, tea rooms,
security, reception, help desks, Environment,
Health & Safety (EHS) management and
on-site communication. Rather than the
traditional sub-contracting method, in which
separate services are carried out by different
operators, IFM services can co-ordinate
multi-level management, decentralize supply
chains and cater for differences in work flows
to achieve an “unified consumer experience”.

Case study:

IFM Team Works Together to Create
World-class Office

What should a world-class office be like? Much
research on future office space offers an
overview of different ideas, and we think one
newly-built office building with integrated facility
management (IFM) services provided by
Sodexo may be one of the best in the world.
The client conceived the idea of this office
building in early 2000 when it owned five
separate office sites across Shanghai. Their
challenge was to create the best-possible office
solution. Their answer is the 22-storey office
building that has brought together their five sites
into one area of 38,000 square meters.This
makes the Shanghai building the largest office
space of the client worldwide after its oversea
headquarters.
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Sodexo’s on-site team’s 147 employees adopt
standard operating procedures (SOP) in
providing unified service experiences for the
end users. Any facility management issue
inside the building can receive the same quick
service response via the helpdesk telephone
service. Moreover, comprehensive information
integrated by Sodexo’s on-site communication
team from various service lines can be obtained
through information platforms, roll-ups, electronic screens and other channels.

Integrated “steward services” make it possible
for a range of services to coordinate. For
example, the reception obtains the visitor flow
rate through the visitor registration system and
provides data for food preparation to the
catering service. Similarly, the cleaning route
and manpower planning, security inspection,
waste management, EHS management, tea
rooms and other business planning can all be
coordinated according to the building’s changing requirements. SOP also ensures that
checks are made across various services. Tea
room personnel could grasp synchronized
notice once supplies need replenishing from
frontline cleaners, and each team member is a
“supervisor” for EHS issues around the building.
All these are just the tip of the iceberg of IFM
multi-point joint collaboration.

The client believes that IFM is essential to every
company, especially large companies, “IFM is a
trend which enhances management timeliness and reduces management cost through
third-party integrated management. The
interaction with one supplier can make the
whole enterprise operate in an efficient
way.”

More than half of the building is shared open
space, along with creative space and a fitness
center that covers a whole floor. There are
also multiple-themed meeting rooms, systems
management including i-visitor appointments
and Condeco room booking systems. All of
these services make the building a popular
office site that greets tour groups from across
the world almost every day. The client and
Sodexo share the same challenge, namely to
ensure the building functions effectively and is
fully utilized so as to provide customized
management services for everyone who works
there.
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Bottom-up Innovators, Services Always in Progress
“Sodexo’s international resources and
local customization rely on continuous
innovation, which is fully expressed in
IFM services,” says Betty CAI, IFM
Manager of Sodexo, who has served at
the site since it was launched and has
witnessed the values of IFM integrated
services for clients.
80% of menus will be replaced every
other day, and all the menus are updated
weekly, which involves menu experts
and nutritionists as well as innovation
from the on-site team. Everyone in
Sodexo’s on-site team is an innovator. If
cleaners and cashiers work out creative
new dish ideas, they have internal
discussions on their feasibility, work on
turning the ideas into realities and
introduce new dishes after testing.

Sodexo’s cutting-edge management
methods and excellent service ethic are
highly praised by customers. At the recent
annual supplier conference of the client, the
2017 Sincere Cooperation Award goes to
Sodexo. More than 100 suppliers were
invited to the conference, among which only
six won the honor.
The client believes that with the shared
operational concepts, Sodexo’s professional and innovative capabilities of on-site
team in providing IFM is recognized. “Both
sides will continue to join hands to
safeguard and optimize this ‘world class

Seasonal specialties are offered in the
menu accordingly. For example, they
cook sweet green rice balls stuffed with
dried meat and egg yolk or bean pastes,
as well as preserved vegetables. The
latter combines local ingredients from the
regions south of the Yangtze River and
as only 600 are made each week, they
trigger a rush in the dining hall.

Exclusive Professional Tools, Specially for Customized Services
“The project management consultations by
Sodexo are of great value to us. For instance,
we have taken into account professional
suggestions from the Sodexo team in the
design of our fitness center, course setting and
facility selection.” The client said. In the early
design stage of the office building, Sodexo
joined its clients’ project teams and offered
professional suggestions on overall service
solutions by relying on its global operations
experience and expert resources.
Take the dining hall operated by Sodexo in this
building for example. Before its opening, the
Sodexo team used its exclusive Personix™
(Note1) tool to get a picture of the behaviors of
the workforce that would be using the dining
hall. It gauged that 56.6% of the employees
were classified as “networkers” and
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“traditionalists”. This means that more than half
of the employees prefer traditional and authentic flavors, multiple choices, high-quality ingredients, visible cooking processes and sharing
their dining time with others.

Based on the Personix results, the Sodexo
team advised that seating in the dining hall
should be arranged that groups of three to four
people could sit together, and spaces along the
dining line should be set aside to display on-site
cooking. The team also leveraged Sodexo’s
global resources by inviting chefs specializing in
French cuisine to the site to bring French
flavors and French cooking class, as well as
VIP cocktail. Such special activities have been
proved very popular, with a satisfaction rating of
an impressive 96%.

In order to improve IFM services,
Sodexo’s on-site team raise feedbacks
from each individual in the team on
anything they think could be done better
by “snapshotting” on their mobile
phones, hopefully making an improvement ahead of consumers’ suggestions.
Such an innovative initiative has caught
the attention of frontline employees, who
take part with enthusiasm across all the
IFM services. Within one month, team
members suggested more than 200
improvements, 72% of which were
adopted within two hours. Spirit of
Progress, one of the values shared by
Sodexo employees, is reflected in such
an initiative.

Note 1:
Personix™ is a tool exclusive to Sodexo for analyzing consumer behaviors and segmenting consumer needs and attitudes. Through questionnaires,
in-depth interviews and data analysis, Personix™ helps us to better understand the unique needs and expectations of consumers on different
Sodexo sites and create customized solutions.

Case study:

Improving the Quality of Life for Scientists
The communications industry usually possesses lots of experts and talents who shoulder the mission
of improving Chinese consumers’ quality of life. In turn, how to improve the daily life for the scientists
to ensure they’re dedicated to technology research and development? This question comes to one
of industry giant of the communications industry in China. As the giant’s long-term partner, Sodexo
nurtures the quality of life of these scientists via its integrated facility management expertise with its client.

Like all good science, Sodexo began with thorough research
Before Sodexo arrived at the Client’s institute at
the end of 2011, its experts in Food Services,
Health, Safety & Environment (HSE) and
Supply Management worked together with its
operation team in a careful survey about the
institute, relying on practical analysis of actual
conditions on the ground to provide targeted
and customized solutions. “Before its opening
here, Sodexo held several meetings to
mastermind future food services for us and
offered various professional schemes and
suggestions, which bettered the layouts of
the dining hall and kitchen and made them
work in a more reasonable way.” The Client
was impressed by Sodexo’s professional work
process and believes that Sodexo’s status in
the Global 500 and the close cooperation of
on-site teams create definite advantages to the
services they offer.
During the survey, the Sodexo team found that
this site is mainly composed of young scientists
aged between 35-40, of whom about 60% are
female. With the popularity of the “National
Fitness” concept, the on-site team discovered
that diners preferred low-salt and low-fat meals.
This finding fits well with Sodexo’s nutrition and
health concept, which follows the guidelines of
Sodexo’s professional nutritionists in daily meal
planning. The team also offers a delicious “high
tea for pregnant women”, including cake, fruit
and yogurt, which is very popular.

As scientific researchers are under much
pressure, Sodexo’s team offers a buffet and
provides life convenient services, such as face
& body treatments and aerobics classes, in its
fitness center. Sodexo’s service personnel and
fitness instructors are based at the institute,
which enables the scientists to deal with small
fitness issues quickly and ease work stress
without “going out”.

decorations and clothes to create the on-site
atmosphere for food festivals, making them true
festivals with entertainments. The Client said in
a testimonial, “Diners soar as you provide
excellent services.”

Knowing that the researchers frequently work
overtime, after a year the on-site team introduced Aspretto, a coffee brand exclusive to
Sodexo, to provide hot drinks and light meals in
on-site supermarkets. The team also took site
conditions into account and extended Aspretto’s
opening time until 9pm, to support the scientists
working late into the evening.
ZHANG Mingsheng, Sodexo Site Manager
who’s been serving the Client for nearly six
years, holds that “Quality of Life” means
knowing customers’ needs at any moment and
offering considerate services. For instance,
after noticing that the original meal line made it
difficult for 2,000 people to enjoy lunch at the
same time during peak hours, his team
analyzed time-segmented diner flow rates. By
calling on their operations experience and
facility experts’ suggestions, they improved the
line layout by making people move in an
island-shape form, which eased the peak hour
pressure.

Dipping into a global resource pool to create fun Food Festivals
The biggest challenge for food services is that
consumers “get bored”.

from internal employees will be turned into
menu items only after successfully tested.

In order to provide creative taste experiences all
the time, the Sodexo team allows no more than
20% repeated menus every week and is
constantly working on new ideas. Suggestions
about dishes

Sodexo’s food platform provides resources for
flavors and local food festivals in all its sites
across China, and these resources are used in
a special way at this site.
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The operation team not only accepts menus
provided by the company for North China, but
also introduces menus from East China, South
China and abroad. The team also has access to

The power of training brings more technical personnel
ZHANG Mingsheng believes, “People are the
cornerstone of service quality. Constant
improvement of service guarantees and
elevates the values brought by Sodexo to its
clients and customers.” This is also a core value
of Sodexo managers wherever they work.
This site relies on Sodexo’s comprehensive
platform of more than 200 technical and managerial training schemes, including chef promotion training programs and training for technical
posts. The results speak for themselves—the
site has cultivated one head chef and promoted
12 assistant chefs to chefs, one chef to chef
supervisor, and one service foreman to service
supervisor. At the same time, many years’
experience of quality of life service operations
on-site has attracted numerous management

trainees and intern site managers from
Sodexo’s China-France training program.
This makes efficient use of talent resource
and creates innovation power.
Team growth brings added values to clients,
and the improvement of service levels wins
praise from customers and clients. The
institute site won the award for “Best On-site
Team” and “Outstanding Contribution Team”
from the Client and has received testimonials many times. The Client described
Sodexo as a “trustworthy partner”, saying
that “Sodexo provides our employees
with safe, quality and satisfactory food
services through first-class management, service and quality. We are
impressed by the professionalism and
excellence of Sodexo’s on-site team.”
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Meanwhile, the survey also targeted to 50 Chinese business leaders who manage enterprises
with more than 2,000 employees, which finds that China’s corporate leaders value quality of
life in their organizations, and believe it will become even more important in the future.

Highlights of the Sodexo Survey
• 98% said improving quality of life impacted employee satisfaction
• 90% said it would become more important in coming years
• 84% of Chinese leaders interviewed said quality of life is important to their organization
• 78% have a dedicated budget for programs to improve quality of life
• 70% of organizations with initiatives in place had chosen to focus on health & nutrition
• 66% said next generation will be an important lever to improve quality of life in the future
• 56% said cost was the main stumbling block to improving quality of life in their organization

Quality of Life initiatives can be classified according
to 6 categories:

Insight：

How Leaders Value Quality of Life?
According to the Sodexo – Harris Interactive survey, “How Leaders Value Quality of Life,”
focus on Quality of Life is a top priority for international decision-makers.

SOCIAL
INTERACTION

EASE &
EFFICIENCY

PHYSICAL
ENVIRONMENT

PERSONAL
GROWTH

RECOGNITION

HEALTH &
WELL-BEING

The survey is the first study of its kind examining the impact of quality of life as a factor
of performance in organizations around the world. Sodexo, working with Harris Interactive,
compiled the report drawing on interviews with 780 leading figures in the fields of business,
healthcare and education across six countries (Brazil, China, France, India, UK and USA).

Highlights of the Sodexo Survey
• 66% of leaders interviewed said quality of life is already a priority in their organization
• 86% said they have already implemented at least three specific quality of life initiatives
• 60% of organizations have a dedicated budget for quality of life
• 48% have already appointed a dedicated team or officer to oversee quality of life
• 57% of leaders interviewed are convinced that quality of life has an important impact
on their organization's performance
• 62% of organizations have instituted specific metrics to gauge quality of life's impact on
performance
• 65% of leaders believe that improving quality of life will assume greater importance in
future, led by healthcare (79%) and education (68%) and followed by corporations (50%)
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(catering service, engineering management, building service, equipment maintenance, and landscaping): from lacking
environmental protection awareness, to strengthening improvement, and to requiring all domestic enterprises to
integrate the “energy saving and emission reduction” into the whole building and organization from the beginning of
development at present. The reference significance of these experiences for corporate development today speaks for
itself.
Bruno maintains that in the mid-1990s when Sodexo started entering Chinese market, although its background as one
of Fortune 500 has brought large quantities of global resources, various cases, rich experience, and leading experts,
enterprise that appreciates the energy efficiency of environmental protection is rare to be seen. “During the process
of designing overall service for clients, we are more concerned with meeting some rigid regulations in environmental
protection.” He says that for years, Sodexo has undergone dual transformation in action and thinking with its clients.
For instance, they went from requiring the installation of air cleaner, to considering the setting up of primary air system
in the beginning of corporate decoration. “Now, more clients voluntarily ask for green efficiency. In the process of
building it, basically all clients discover and develop more advantages, and then devote themselves again to more
sophisticated and comprehensive corporate environmental protection strategies and measures.”

How green efficiency builds “invaluable assets”

Front:

How Sodexo to Support Local Enterprises
on Energy Saving and Emission Reduction?
Bruno VAQUETTE, Country President of Sodexo China, was interviewed by Ceweekly.cn, introduced Sodexo's
sustainable development objective, and how Sodexo supports local enterprises on energy saving and emission
reduction.
The World Environment Day is an annual event on June 5 each year. The Ministry of Environmental Protection
of the People’s Republic of China has revealed that the theme of World Environment Day 2017 is “Lucid Waters
and Lush Mountains Are Invaluable Assets”, aiming to guide people of all circles to firmly foster the strong awareness
of “Lucid Waters and Lush Mountains Are Invaluable Assets”, respect, comply with and protect the nature, and
consciously lead a green life, so as to jointly build China as a land of natural beauty. The reporter of ceweekly.cn
learned that, 2017 is the 22nd year for Sodexo to step into China’s market. In the future, Sodexo will help clients
and itself to achieve higher targets of energy saving and emission reduction in four key areas, namely, sustainable
supplies, energy and emission, water and effluents, and materials and waters, which aims at reducing carbon
emission 34% by 2020 with reaching sustainable purchasing in all countries it operates.

Establishing sustainable development mechanism from source
When the blueprint of global sustainable development is projected onto implementation level, it is composed of
various parts, including enterprises, groups and individuals. As the main driving force for social development, the
enterprises’ sustainable development plays a vital role in protecting the lucid waters and lush mountains of the
whole society. “When all kinds of organizations can establish a sustainable development mechanism from source,
and integrate the environmental protection strategy into the strategic development of organizations for consideration,
an environmental protection mechanism with more effects and far-reaching influence will be formed.”
Bruno VAQUETTE, Country President of Sodexo China, has deep feelings towards it. Since its entry into China in 1995,
Sodexo has witnessed significant changes in the process of offering comprehensive facility management services
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The theme of World Environment Day 2017 “Lucid
Waters and Lush Mountains Are Invaluable Assets”
is an embodiment of this point from a more direct
angle. The official from the Ministry of Environment
Protection indicates when illustrating the theme of
this year that, “Lucid Waters and Lush Mountains
Are Invaluable Assets” is designed to advocate the
lifestyle and consumption mode of frugality, green
low-carbon, civilization and health. It aims at firmly
establishing the concept that “protecting ecological
environment equals protecting productivity, and
improving ecological environment equals developing
productivity”, more consciously promoting green,
circular and low-carbon development, and
constantly enhancing people’s sense of gaining in
ecological environment.

support and other soft service teams to save more than
350,000 kilowatt-hour for this center in one year; by
transforming humidification system, it changed directlydischarged water into circulating water, and controlled
logic optimization, saving nearly 40% of water in one
year.
“Looking forward, we will endeavor to cut carbon
emissions, water resource consumption, and waste
emissions in all operation units. Our goal is to reduce
34% of emissions in general before 2020, and realize
sustainable purchasing in all countries.” Bruno says that
Sodexo will help clients and itself to achieve higher
targets of energy saving and emission reduction in four
key areas, namely, sustainable supplies, energy and
emission, water and effluents, and materials and waters.

“Protecting environment equals protecting productivity, and improving environment equals developing
productivity”, this point is fully reflected in promoting
the green efficiency of enterprises: green efficiency
practically saves operation costs for enterprises.
Having stationed at a global pharmaceutical
company at Zhangjiang Park in 2013, Sodexo
provided the company’s over 1,000 employees with
quality of life services including engineering management, cleaning, and business support. During
the period, Sodexo team and client jointly launched
“Energy Saving Project” which reduced 12% of
energy consumption in 3 years; from 2013 to 2015,
Sodexo helped its client to reduce energy consumption (water, electricity, and natural gas) costs of 1.15
million yuan.
At the R&D Center of another large pharmaceutical
company that it served, Sodexo team managed to
control logic through adjusting battery control
system, and coordinated with the routine maintenance from cleaning, security, administrative
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“Invaluable assets” benefit enterprises in multiple dimensions
Apart from directly saving costs for enterprises and
improving operation efficiency, green efficiency also
creates intangible wealth for enterprises from other
“soft” dimension: more and better talents. “As we
commit ourselves to improving quality of life, we must
consider green efficiency when serving clients.”
Bruno believes that green working environment will
benefit society, enterprises and talents, forming 3-win
situation.
Previously, a survey on the employees of millennial
generation found out that if enterprises can undertake
more social responsibilities, employees are willing to
seek positions at these enterprises even with pay
cuts; the 2017 Global Workplace Trends issued by
Sodexo at the beginning of the year also showed that
now, employees prefer to become a part of corporate
social responsibility solution. They increasingly
demand the enterprises to make contributions to the
sustainable development of society. This means that
the enterprises founded on the sustainable concept
will be in a better position to attract and retain best
talents in the future, especially younger ones.
Meanwhile, the working environment built on green
efficiency is one of the major strategies of talent
recruitment. Committed to improving the quality of life

of consumers, clients, and employees, Sodexo’s
primary target of building “green” offices for enterprises is to elevate the comfort level of working
environment while saving energy and reducing
emissions to a maximum extent; comfort of working
environment will make employees more dynamic,
efficient, and happier, which serves to improve the
overall efficiency of enterprises.
Proceeding from energy saving and emission
reduction, we achieve more results than just
environmental protection and energy consumption
reduction. Through building corporate green
efficiency and establishing green working environment, we hope to form a pattern that has positive
impact on environment and facilitates the sustainable development of enterprises for a long time.
This pattern expands our scope of “invaluable
assets” further. It is not as simple as “saving
money”. While saving costs and creating wealth, it
tirelessly serves for lucid waters and lush mountains in China, countries along “the Belt and Road”
and even the entire world. In effect, these lucid
waters and lush mountains are the “invaluable
assets” of the whole humankind.

Sodexo News

Sodexo announced its partnership with Kang Chiao
International School East China Campus located in
Kunshan, Jiangsu Province. Starting from September
2017, over 3,500 students, faculty and staff from
kindergarten to primary school will be served by
Sodexo with comprehensive catering services that
include 3 meals per day, Le Café, courses and
activities of catering culture. Kitchen & restaurant
design and consultation have also been delivered
by Sodexo in May laying a good foundation for the
quality service delivery.

Sodexo held a signing ceremony in Shanghai with
JD Procurement for Corporate recently. Sodexo
will purchase its strictly selected food and non-food
products via catering supply chain solutions provided
by JD Procurement for Corporate, which will support
its integrated services including catering services
and facilities management services, in order to
enhance user experience and quality of life for clients
and consumers in China.

Sodexo has appointed Johnpaul Dimech to be the
Asia Pacific Region Chair from 1 September 2017.
Concurrently, Paul Bean will assume the role of CEO,
Mining Worldwide, a division of Sodexo’s Energy &
Resources segment.

Sodexo earns top FM certification in China, and has been
awarded ISO55001 accreditation for its facilities management
services at the International School of Beijing (ISB).
To bring well-being, health, safety and comfort to the
school’s 2,500 students and staff, Sodexo employs its
advanced Asset Management Framework (AMF), a
complete life-cycle analysis tool developed for industrial
and medical environments, which is deployed as a global
offer as Asset Management Services (AMS). Central to
the Asset Management Services is Maximo, a computerized
maintenance management system produced by IBM and
modified to be specific to Sodexo’s Asset Management
Framework.

Sodexo has been named among the 50 companies that
“Change the World” by FORTUNE, thanks to the impact
on Human Rights and Social Justice of the initiatives and
policies for people with disabilities. As the authoritative
and influential selection in the industry, the list is designed
to recognize companies that have positive social impact
in their core business strategies.

Key Figures
Human Resource
In 2017 Q2, eleven provinces and cities increased their minimum wage
standards with the average increase of 10.8%. The highest monthly minimum
wage is 2,300 RMB of Shanghai and the highest hourly minimum wage
is 21 RMB of Beijing.

Consumer Price Index
CPI +1.8% year-on-year growth in August, 2017
Food Costs -0.2% year-one-year in August, 2017 (meat -8.4%, eggs +4.3%,
fruits +0%, vegetables +9.7%, seafoods +3.8%, grains +1.6%)
Source: data.stats.gov.cn
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