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Paragon at a glance...

9,000+ people 

working in  

20+ countries

Secure ID in a 
connected world

Delivering everything 
customers need to  
operate effectively

Focussed 
on Sustainability

Paragon Group is a leading provider of Customer 

Communications, Identification, Graphics and Office 

Services. Paragon Group combines generations of 

experience with the latest innovations in technology 

and smart data to enable responsive and meaningful 

interactions between organisations and their customers.

Creating  

visual experiences 

...from physical to digital

Together, we deliver  
the future of  
brilliant customer 
communications,  
globally
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2021 Financial Highlights

Cash on Hand

€124m
(2020: €147m)

People

9,000+

Net Debt4

€210m

Businesses Acquired

8 
3 additional businesses  
acquired post year end

Sales

€1.214bn
(2020: 1.081bn)

+12%  +€133m

Underlying EBITDA2

€83m
(2020: €77m)

+7% +€6m

1. EBITDA is defined in Note 2(s) on page 126.
2. Underlying EBITDA is defined in Note 2(s) on page 126.

3. Proforma sales and EBITDA is defined in Note 2(s) on page 126.
4. Net debt is defined in Note 2(s) on page 126.
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19 Scandinavian locations 

•  Commercial Print & Book  
	 on Demand Production

•  Design, Large Format  
	 and Reprographics

•  Offset and Digital Printing

Canada

•   Election Services (Scytl)

8 Eastern European locations  
including Bulgaria, Czech 
Republic, Poland, Romania  
& Ukraine

•	� Sophisticated Production Facilities 

•	� App and Website Development in 
Bulgaria 

•	� Czech Republic and Poland 
providing Direct Marketing and 
Fulfilment

•	� Romania, near shore Production  
for RFID, Digital Print and Fulfilment 

•	� Poland and Ukraine provide  
Digital Services

•	� Poland BPO Operations

India

•  �IT Support and  
Development Sites

US locations

•	 Data Insight (Celerity)

•	 e-ID Manufacturing  
	 Facility in Vermont

•	 PID Sales OfÏce in LA 
and San Diego

•	 Election Services 		
	 (Scytl) in Tampa

Australia

•  Sales OfÏce

65 locations across 4 businesses in UK & Ireland

•	� Application Software Development Centre 

•	 Corporate Support OfÏce, M&A, Finance and Operations 

•	� Data Analysis and Customer Insight 

•	 International Sales & Marketing

•	 PCC bases providing Marketing, Transaction 		
	 Processing, Print Management and Creative

•	 Digital (DCX) Agencies

•	� Print & Design and Large Format & Display

•	� Sophisticated Regulatory, Transactional and  
Marketing Production

•	� RFID and Magnetic Production

•	 Payment �Card Personalisation, R&D and Manufacturing

•	 OfÏce Services

Local & Global: 
Over 130 Locations in 20+ Countries

34 Central European locations including 
Belgium, France, Germany, Greece, Italy, 
Luxembourg, The Netherlands & Spain

•	 BPO Operations and Secure & Regulatory 
	 Communications

•	 Data Insight

•	� Development, Production, Logistics and  
Supply Chain

•	� Digital and Physical Transactional Documents 

•	� Direct Marketing and Fulfilment

•	� Highly personalised Direct Marketing in  
small and large volumes

•	� Inbound Scanning and Processing Centre 

•	 On-Demand Publishing and Retail

•	 RFID, Digital Print and Fulfilment 

•	 RFID and Magnetic Ticket Production

•	� Software Development Centre

•	� Election Services
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8%
8%

9%

7%

7%

�50m

�77m

�83m

�112m

�42m

Underlying EBITDA¹

�673m

�624m

�838m

�740m

�1081m

Revenue
(from goods & services)

�940m

�1214m

�1427m

�1036m

�1250m

Net Revenue
(net of postage)

2022PF**20192018 2020 2021*

*Revenue 2021 is per actual figures reported in June 2021.
** Revenue 2022 PF (unaudited) includes the full year impact of acquisitions completed post year end 2021.
1. Underlying EBITDA is defined in Note 2(s) on page 126. This is expressed as a percentage of Net Revenue.

Paragon Group continues to deliver  
strong growth in line with our  

strategic objectives...
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€124m  
Cash on Hand 

Underlying  
EBITDA €83m 

Statement from Our  
Executive Chairman

Paragon Group continues to demonstrate resilience during a difÏcult period, 
and despite the continuing challenges presented by COVID-19, I am pleased to 
report a year of solid growth.

Growth and Profitability

In 2021, we grew sales by 12% to €1.214 billion, while 

underlying EBITDA1 grew by 7% to €83 million. Our model 

of serving various customers across multiple sectors and 

geographies has contributed to our resilient performance. 

We took the opportunity this year to invest in significant 
change and integration programmes and we have now 

successfully completed the largest ever such programmes 

in the Group. This ensures that we are strongly positioned 

for the future. The challenges presented by COVID-19 have 

enabled us to accelerate our repositioning in certain markets 

and we expect to see significant benefit from this in the next 
few years. 

I would like to personally thank all our people for their hard 

work and commitment, which contributed to the delivery of 

our results.

As a Group, we have continued our strong growth trajectory. 

Our three-year compound annual growth rate in revenue 

since 2018 is 22%. As a Group, we are very well positioned 

with cash on hand of €124 million at 30 June 2021. Post 
year end, we successfully undertook a bond issue of €180 

million. In the next fiscal year, we expect our sales to be in 
excess of €1.4 billion. 

The initiatives we undertook this year across the Group coupled 

with our strong financial position means that we are very well 
positioned to implement the next phase of our strategy.

Acquisitive Growth, Integration  
and Evolution

Paragon Group acquired a number of companies during 
the fiscal year and post year end. In the 2021 fiscal year, we 
were delighted to welcome new colleagues from CB Info SAS 

and Promo International Limited into our Paragon Customer 

Communications (PCC) business. 

In Paragon ID (PID), we increased our shareholding in Airweb 
SAS to a significant majority and we acquired a controlling 
interest in Apitrak SAS. Post year end, we also acquired 
Security Label GmbH (Security Label) in Germany and 
Electronic Data Magnetic Inc (EDM) in the US.

During the year, we acquired the trade and certain assets 
of OfÏce Depot Europe and post year end we completed 

Sales  
€1.214bn
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“Our Board is 

grateful to all our 
colleagues for 

their contributions 
and their relentless 
drive to continue to 
deliver sustainable 

value creation.”

315m

838m

442m

1.2b

400m

1.1b

673m

1.4b

2015 20192017 2021 2016 20202018 2022 
PF*

Sales €1.2 billion

1. EBITDA is defined in Note 2(s) on page 126.
2. Underlying EBITDA is defined in Note 2(s) on page 126..
3. Proforma sales and EBITDA is defined in Note 2(s) on page 126.
4. Net debt is defined in Note 2(s) on page 126.
* Revenue 2022 PF (unaudited) includes the impact of acquisitions 
completed post year end 2021.
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the transaction. This has enabled us to create a nationwide 

distribution and logistics facility in the UK. 

Our Graphics business acquired Tangent on Demand Ltd 
(TOD), which now forms the core of our creative design and 
print business in London. We acquired Electronic Voting 
SA in administration (Scytl) and Trenton Box Company Ltd 
(Trenton Box) renamed Trenton. 

We have already substantially integrated the businesses 

acquired during the fiscal year. The integration and synergies 
of these businesses will set the Group up for further growth 

in the future. Our ability to integrate businesses successfully 

and at scale continues to be a key differentiator and gives us a 

strong platform for future growth.

Paragon Group continues to assess markets to ensure 

we align our service offering with customer demands. 

Operationally and financially, we are a strong, disciplined, 
and ambitious company that prides itself on being customer 

focussed. As a Group, we continue to evolve as a critical 

business service provider, offering our clients both physical 

and digital solutions. This migration has been driven 

primarily by our customers’ needs and has heavily influenced 
our acquisitive focus to become more relevant to our clients’ 
long-term expectations of the Group.

Technology: Continuing Investment in 
Customer-facing Platforms

We have already delivered on large parts of our strategic 

transformation journey to a simplified, scalable, and flexible 
technology landscape. We are focussed on expanding 

customer facing platforms which enable automated and 

flexible service delivery – highlights include the significant 
focus on this area in PID, with ticketing and location-based 

platforms now fully in place. In PCC, we continue to build 

out our OnePlatform and PeP platforms while in our OfÏce 
Services business, Smartpad is a key differentiator. 

Paragon Group is recognised as an industry expert 

that advises on and delivers cost reduction, technology 

transformation and our ability to deliver digital 

transformation for customers. This is now a key part of our 

DNA and is driving further demand. 

Sustainability

We are all fully aware of the critical importance of 

sustainability for our planet. The Paragon Group is fully 

committed to operating in a fully sustainable manner. 

Throughout this document you will see examples of the 

initiatives we are undertaking to ensure this. I am especially 

pleased that we have been awarded the EcoVadis Platinum 

Level Sustainability Rating in our PCC businesses in the UK 

and France and in PID – this is the highest possible measure 
and is awarded to the top 1% globally of all companies 

assessed by Ecovadis.

Business Resilience and COVID-19

The continuing impact of COVID-19 is being felt by 

businesses around the world. We have navigated a broad 

range of interrelated issues, from keeping employees 

and customers safe, to managing cash and liquidity, and 
remodelling operations. We know that COVID-19 related 

challenges will continue, but we also know that with 

courage, discipline, focus and the right team of people, we 

will continue to grow our business in a profitable manner. 
Paragon Group continues to be classified as an Essential 
Service Provider and will continue operations to serve and 

support our customers.

Our People

On behalf of the Board, I want to extend my sincere gratitude 

to all our people. We know it has not been easy for you, your 

colleagues, friends and loved ones. As we look to the road 

ahead, I feel privileged to work with you.

Many governments have asked people to continue to 
work from home where possible to reduce the spread of 
COVID-19. In support of this, we have encouraged our people 
who can work from home to keep doing so. However, as 
Paragon has been identified as an Essential Service Provider, 
we do need many of our staff to continue to work on site, 
and we have implemented a series of preventative health 
measures for employees and contractors at our sites around 
the world – everything from increasing the frequency and 
intensity of cleaning and supplying PPE to adjusting our 
practices to ensure the recommended social distancing 
guidelines are adhered to. 

Our leadership teams are in constant contact and are 
working to identify additional ways to improve on these 
measures. It is expected that COVID-19 will be with us for the 
foreseeable future, so we will maintain these new measures 
to ensure we can continue to operate.

I also want to reiterate our absolute commitment to ensuring 
all our people are treated equally, irrespective of colour, 
creed, gender, sexual orientation, or any other factor. We are 
committed to embedding equality, diversity, and inclusion 
across the Group, ensuring that everyone has an equal 
opportunity and that our people are selected and treated 
solely based on merit, ability, and potential. We acknowledge, 
however, that there is still work to be done to ensure we 
create a working environment that is welcoming, inclusive, 
respectful, and free from discrimination.

Our Employees – Our Team

The results achieved by the Group in 2021 reflect the skills, 
initiative, qualities, and commitment of all of Paragon’s 
employees. Our Board is grateful to all our colleagues for 

their contributions and their relentless drive to continue to 

deliver sustainable value creation.

Patrick J Crean  

Executive Chairman Paragon Group 

7 January 2022

P
ar

ag
on

 G
ro

up
 0

52
58

17
5 
| S

tr
a

te
g

ic
 R

e
p

o
rt

 | S
ta

te
m

en
t f

ro
m

 O
ur

 E
xe

cu
tiv

e 
C

ha
irm

an
  | 



10

Paragon 
Group

Strategic 
Report

Business 
Review

PCC

PID

PGS

POS

New/Growth 
Businesses

Driving  
Growth

Technology

Sustainability

GRC

Risks

Section 172 
Statement

Group  
Financial 

Statements

Parent 
Company 
Financial 

Statements

Statement from Our CEO

Paragon Group has an outstanding team of people, and we are privileged to 
work with the most successful customers globally. The Group continues to 

focus on driving strong growth and during the past year, we continued to 
operate in line with our growth strategy. Revenue grew by 12% to €1.214 

billion and Underlying EBITDA2 increased by 7% to €83 million.

Strong Operational Focus

This year, our focus on managing our business with rigour 

and discipline was critical. We successfully completed the 

largest and most complex integration and restructuring 

projects undertaken by the Group – these were delivered 
ahead of both schedule and budget. The benefits of these 
restructuring projects now mean that we are leaner and even 

more customer focussed, and our cost base is fully aligned 

with the new shape of our business.

Over the last 5 years, we have grown Paragon from 

€400 million to €1.4 billion. Our group comprises four 

Businesses – Paragon Customer Communications (PCC), 
Paragon Identification (PID), Paragon Graphic Services (PGS) 
and Paragon OfÏce Services. Each business is organised and 
runs independently with dedicated leadership teams. Each 

of our Divisions are now at the right scale to take on the next 

level of strategic growth.

During this fiscal year, we accelerated the pace of our 
strategic initiatives in our four business divisions:

Paragon Customer Communications

Our PCC business delivers end to end customer 

communications services to our customers. We provide 

‘business critical services’ to our customers, for example:

•     �We handle the logistics, fulfilment and critically, customer 
data management for the National Health Service in the 

UK – to date we have delivered over 47 million COVID-19 
home testing kits

•     �We provide billing and communication services for all 

mobile phone operators in Germany

•     �We manage all regulated outbound customer 

correspondence including transactional, bank statements 

and marketing communications for a major retail bank in 

France

Today, PCC is a €1 billion business. We are expanding our 

offer to provide more value-added services to our customers, 

this is built on strong technology platforms and managing 

our clients’ customer data. Our unique positioning drives 
long term customer loyalty, in PCC our top 200 customers 

have an average relationship length with Paragon of more 

than 15 years. We have a strong focus on acquisitions 
and we acquire and integrate businesses that add scale, 
capability, and other specific objectives.

During the year, we continued operating closely with 

our customers and we reacted to shifting customer 

requirements to work remotely and to provide services 
‘within country’ with flexibility and ease. Throughout PCC, our 
commitment to customer delivery was central to our strong 

performance. We continued to invest in our technology and 
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“We successfully 

completed the 
largest and 

most complex 
integration and 

restructuring 
projects – these 

were delivered 
ahead of both 
schedule and 

budget.”€124m  
Cash on Hand 

Underlying  
EBITDA €83m 

Sales  
€1.214bn

1. EBITDA is defined in Note 2(s) on page 126.
2. Underlying EBITDA is defined in Note 2(s) on page 126.
3. Proforma sales and EBITDA is defined in Note 2(s) on page 126.
4. Net debt is defined in Note 2(s) on page 126.
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automation programmes, our OnePlatform offering has been 

key to selling new long-term business to our customers, both 

existing and new and we continue to expand coverage of our 

PeP platform. We also successfully implemented significant 
integration and restructuring projects in the UK, France, 

Germany and the Netherlands, this has resulted in significant 
reduction in our operating costs and more streamlined 

delivery of services to our customers.

PCC is run by a dedicated leadership team, led by CEO Mike 

Gordon. PCC has a small core central team focussing on 

Procurement, IT and Finance. We are organised around four 

key geographic regions: UK, Ireland & Luxembourg, Western 

Europe, DACH & CEE and The Netherlands & Belgium with 

strong leadership teams in place. Strategically, we intend to 

grow PCC into North America over the next 1-2 years.

Paragon ID

Paragon ID (PID) uses contactless Radio Frequency 
Identification (RFID) and other technologies to power 
solutions for its clients in four distinct markets – Smart 
Cities & Mass Transit, Track & Trace, Payment, and e-ID. 

Smart Cities and e-ID were particularly hard hit by COVID-19. 

PID took the opportunity to accelerate our strategic 

investments and we put a particular focus this year on 

initiatives relying on intellectual property, industrial expertise, 

certification, scale, and software platforms. We have 
invested significantly in the Platform as a Service model and 
this is driving significant new business in transit/ticketing 
and real time location service areas. 

Our payments business made strong progress through a mix 

of IP-licensing to major credit card manufacturers globally 

and in the production of financial and retail cards. We are 
making significant investments to increase our capacity 

in these areas and expect to see the benefit of this in the 
next year. PID is organised globally and is led by CEO Clem 

Garvey.

Paragon Graphic Services

We deliver Digital Print, Design and Display services 

and products in UK, Ireland, Scandinavia, Spain and 

the Netherlands. This year we increased market share 

in a difÏcult environment, and gained a number of key 
customers. Our acquisition of TOD in the UK has positioned 
us as a leader in the creative design and production space. 

We have strong leadership teams in place running each of 

the business units.

Paragon OfÏce Services

OfÏce Services is our newest business and will deliver 
over €100 million revenue this year. We have created 

OfÏce Services from a standing start in 2020 through the 
acquisition of the OfÏce Team Group (including OfÏce Team, 
Spicers, ZenOfÏce and The MPS Team). This year, we added 
OfÏce Depot’s UK & Ireland contract business and we also 
moved to a state-of-the-art national fulfilment centre based 
in Manchester and created a large business with turnover 

of more than €100 million within 18 months. We are still 

in the early ‘investment stage’ of this business and we will 

continue to invest in creating capacity and capability over the 

next year. We are satisfied with our progress to date. OfÏce 
Services now comprises OfÏce Team, Spicers, ZenOfÏce, 
The MPS Team and OfÏce Depot and we operate in the UK & 
Ireland. OfÏce Services is led by CEO, Andrew Jones. 

Our Customers

We are privileged to work with some of the most successful 

and most recognised brands in the world. I want to say thank 

you to all our customers, we appreciate your business and 

will continue to deliver outstanding service. Our primary 

commitment is to our customers and to deliver on their 

requests. Throughout COVID-19, we have stayed close to 
our customers and this has driven increased organic sales. 

Throughout the report you will see descriptions of some 

client success stories.

Technology

A key focus of our investment is on building out technology 

platforms that automate and support customer business 

processes. Our customers expect this technology support, 

and this allied with our flexible IT consultancy and advisory 
resources helps deliver real value for our clients. We discuss 

examples of our technology focus throughout the report.

Our Team

I also want to say a special word of thanks to all our 

employees. Our people have continued to step up and 

regularly go the extra mile to deliver for our customers. 

We continue to invest in our leadership teams, and I am 

privileged to work alongside some of the most talented and 

capable people in our sectors. Our depth of talent and bench 

strength give us confidence as we look to the future. Our four 
businesses, PCC, PID, Paragon Graphic Services and OfÏce 
Services, have performed well this year and continue to 

grow market share. Our structure enables agility and growth, 

and our continuous investment in technology enables us to 

further establish leadership positions.

Looking Ahead

Our ambition is to continue to drive our business and grow 

significantly by delivering critical business services. We 
believe that the right components are in place for this – we 

P
ar

ag
on

 G
ro

up
 0

52
58

17
5 
| S

tr
a

te
g

ic
 R

e
p

o
rt

 | S
ta

te
m

en
t f

ro
m

 O
ur

 C
EO

 | 



12

Paragon 
Group

Strategic 
Report

Business 
Review

PCC

PID

PGS

POS

New/Growth 
Businesses

Driving  
Growth

Technology

Sustainability

GRC

Risks

Section 172 
Statement

Group  
Financial 

Statements

Parent 
Company 
Financial 

Statements

have the best people, we have the best technology, we 

are well-funded, and we have clear strategic positioning 

in our chosen markets. In addition, our M&A capability is 

outstanding, and we continue to track a large selection of 

opportunities. Beyond our ability to identify and buy the 

right companies at the right price, we can integrate new 

acquisitions at speed. 

Sustainability 

Throughout this report you will see examples of our Group’s 

commitment to operating in a sustainable manner. Our 

commitment to sustainability is absolute and is now fully 

integrated into everything we do.

Financial Performance 

This year we grew sales by 12% to €1.214 billion and 

our underlying EBITDA1 grew by 8% to €83 million. This 

robust financial performance is testament to our focus 
on customers and on delivery. Our execution of multiple 

restructuring programmes this year has given us a strong 

platform for FY22.

Positioned for the Future

We firmly believe our strategic positioning and our leadership 
in key markets give us a strong platform for growth, as we 

take Paragon to the next level.

Sean Shine 

CEO Paragon Group 

7 January 2022

Smart people applying the best technologies make the world of difference 

I want to recognise our people, their dedication, their skill, their experience, their ambition, their 
commitment to best in class. There is no better way to do this, perhaps, than to quote what our 
amazing and dedicated experts say throughout this report. More than articulating our unrivalled 
range of capabilities and solutions, their quotes speak to our service promise to each and every 
customer. 

"Investment in each of our four strategic platforms – PEP, 

OnePlatform, SmartPad and ePro – delivered new capabilities 

to provide our clients with a broader range of services." 

"Utilising our strong digital components helps our clients 

accelerate their digital transformation plans." 

"Our end-to-end digital process increases data quality, 

collection and processing." 

"We provide real-time tracking status for our clients and their 

customers." 

"A digital-first approach opens a seamless route for end 
consumers to communicate back and forth with our clients." 

"We have developed, launched, and grown our own technology 

platforms to deliver vital multi-channel communications 

services for clients in the utilities, financial services and retail 
sectors." 

"We partner with our clients to deliver future-proofed solutions 

that support their objectives and strategies."

"With Acoustic, campaign automation is now supported. In 

addition to the existing personalised display advertisements 

on the PeP B2B marketplace, customised videos can be added 

to the mix."

"We manage the complete chain of advice, design, and 

execution of all digital channels and print production." 

"Our reputation as one of the most capable, trusted, and 

reliable service providers in the customer communications 

market is driven by longstanding relationships with existing 

clients." 

"Our process certifications, ISAE 3402 Type 2, and ISO 9001, 
14001, 45001 and 27001, ensure the security of the entire 
customer communication chain." 

"Our Track & Trace technology supports supply chain 
optimisation, online shopping, and automated checkouts in 

stores to create new markets and routes to markets." 

"PID is a world leader in providing ticketing and access 

solutions in Smart Cities, particularly for Mass Transit 
systems." 

"PID is the only international player to manufacture and supply 

ticketing in all media, including magnetic tickets, RFID tickets, 

RFID smart cards, payment cards, and digital ticketing on 

mobile phones." 

"RFID technology is being adopted in medical and industrial 

environments as one of the technologies of choice for tracking 

mission-critical equipment and devices in real time." 

"PID supplies the key electronic components for passports, 

identity cards and e-licences to federal and state governments 

across the world "

"We are building our digital skillset and competencies to 

ensure we provide our customers with effective and efÏcient 
print solutions that add value to their businesses and brands."

"We completed a full stadium signage re-brand for Crystal 

Palace Football Club in August 2021."

1. Underlying EBITDA is defined in Note 2(s) on page 126.
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Statement From Our CFO

The Group’s businesses recorded strong advances in the financial year ended 
30 June 2021. 

The results quoted in the commentary are extracted from 
the financial statements presented in this annual report. 
As the commentary is presented in Euro millions, there are 

minor rounding differences in the additions and subtractions 

of reported amounts, as each amount is based on its 

source amount presented in Euro thousands in the financial 
statements.
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“Paragon Group 
continued to 

deliver on strategy 
by again achieving 
significant growth 

during the year.”

€124m  
Cash on Hand 

Underlying  
EBITDA €83m 

Sales  
€1.214bn

Income Statement highlights FY ended 30 June 2021 FY ended 30 June 2020

€ million € million

Revenue from sale of goods and services 1,213.8 1,080.7

Costs before depreciation and amortisation 1,130.9 1,003.5

EBITDA2 83.0 77.2

Depreciation and amortisation 69.3 59.2

EBIT / Operating profit 13.6 17.9

Finance costs net of income 10.2 12.9

Profit before tax 3.4 5.0

Income tax credit / (charge) 0.1 (1.9)

Profit for the year before non-underlying items 3.6 3.1

Non-underlying (charges) / credits (27.4) 1.1

(Loss) / profit for year (23.9) 4.2

The above table includes both Alternative Performance 

Measures such as underlying and proforma figures and 
Generally Accepted Accounting Principles measures as 

explained at the end of this statement. 

Revenue from sale of goods and services increased by 

€133.1 million, an increase of 12.3%, from €1,080.7 million 

in the financial year ended 30 June 2020 (“FY 2020”) to 
€1,213.8 million in the financial year ended 30 June 2021 

(“FY 2021”). The increase in revenue reflects these divisional 
increases and decreases:

•     �Paragon Customer Communications revenue increased 

from €880.3 million in FY 2020 to €945.0 million in FY 

2021, an increase of €64.7 million, comprising acquisition 
effects of €68.7 million, organic increases of €54.0 

million, offset by revenue decreases due to COVID-19 

effects of €58.0 million;

Income Statement Review
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•     �Paragon ID revenue decreased from €105.2 million in FY 

2020 to €81.1 million in FY 2021, a decrease of €24.1 

million, comprising acquisition effects of €6.9 million, 
organic increases of €2.0 million, offset by revenue 

decreases due to COVID-19 effects of €33.0 million

•     �Paragon Graphic Services revenue decreased from €87.2 

million in FY 2020 to €78.4 million in FY 2021, a decrease 

of €8.8 million, which mainly reflects COVID-19 effects

•     �Paragon OfÏce Services revenue increased from €7.1 
million in FY 2020 to €99.4 million in FY 2021, an 

increase of €92.3 million, which mainly comprises 

acquisition effects in the year and    

•     �Other business increases of €9.9 million, mainly 

reflecting acquisition effects in the year

Costs before depreciation and amortisation, before non-

underlying costs, increased by €127.4 million, an increase of 

12.7%, from €1,003.5 million in FY 2020 to €1,130.9 million in 

FY 2021, as follows:

Costs before depreciation and amortisation in FY 2021 

expressed as a percentage of revenue, as displayed in the 

above table, were in line with FY 2020 results with savings 

in material and other operating costs as a percentage of 

revenue offset by increases in payroll costs. 

In respect of payroll costs, our average monthly number of 

employees was 8,967 in FY 2021, including 6,965 production 

employees and 2,002 indirect employees, compared to 7,756 

employees in FY 2020, including 6,191 production employees 

and 1,565 indirect employees.

EBITDA2 increased by €5.8 million, an increase of 7.5%, from 

€77.2 million in FY 2020, representing 7.1% of revenue from 

sales of goods and services in FY 2020, to €83.0 million, 

representing 6.8% of revenue from sales of goods and 

services in FY 2021. The increase in EBITDA2 reflects these 
divisional increases and decreases:

•     �Paragon Customer Communications EBITDA2 increased 

from €72.0 million in FY 2020 to €85.0 million in FY 2021, 

an increase of €13.0 million, equivalent to an 18.1% 

increase year on year, comprising acquisition effects of 
€3.0 million, organic increases €18.0 million, offset by 

EBITDA2 decreases due to COVID effects of €8.0 million.

      �The organic increases reflect significant advances in 
delivering more client service and goods value. The FY 

2021 increase represents a substantial 25.0% advance 

on the FY 2020 results. This reflects our expanded client 
offerings and increasing client uptakes. 

      �The COVID-19 impacts mainly reflect deferrals by our 
clients of discretionary promotion and communication 

campaigns upon temporary suspensions of their 

customer offerings.  

•     �Paragon ID EBITDA2 decreased from €9.0 million in 

FY 2020 to €6.0 million in FY 2021, a decrease of €3.0 

million, comprising acquisition effects of €1.0 million, 
organic increases of €4.0 million, offset by EBITDA2 

decreases due to COVID-19 effects of €8.0 million

•     �In our other Graphic Services and OfÏce Services 

1. EBITDA is defined in Note 2(s) on page 126.
2. Underlying EBITDA is defined in Note 2(s) on page 126.
3. Proforma sales and EBITDA is defined in Note 2(s) on page 126.
4. Net debt is defined in Note 2(s) on page 126.

Costs before depreciation and amortisation highlights

FY ended 

30 June 2021

% of revenue 

in FY 2021

FY ended 

30 June 2020

% of revenue 

in FY 2020

€ million € million

Revenue from sale of goods and services 1,213.8 100.0% 1,080.7 100.0%

Material costs 615.8 50.7% 551.2 51.0%

Payroll costs 384.1 31.6% 327.2 30.3%

Other operating costs 131.0 10.8% 125.1 11.6%

Costs before depreciation and amortisation 1,130.9 93.2% 1,003.5 92.9%

businesses and Group, EBITDA2 losses of €4.0 million 

in FY 2020 increased to EBITDA2 losses of €8.0 million 

in FY 2021. These businesses were severely impacted 

by COVID-19 effects, particularly our OfÏce Services as 
many of our clients amended and limited their ofÏce 
opening arrangements during the pandemic infection 

periods  

Depreciation and amortisation increased by €10.1 million, 

an increase of 17.1%, from €59.2 million in FY 2020, 

representing 5.5% of revenue from sales of goods and 
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Non-underlying expenses / (gains) highlights FY ended 30 June 2021 FY ended 30 June 2020

€ million € million

Redundancy and related charges 29.2 21.6

Cost of industrial relocation, restructuring and consolidation 8.2 4.9

Gain on acquisitions related to bargain purchases (7.6) (26.3)

Other expenses net of gains 1.1 1.8

Income tax credit (3.5) (3.1)

Non-underlying expenses / (gains) after taxation 27.4 (1.1)
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services in FY 2020, to €69.3 million, representing 5.7% of 

revenue from sales of goods and services in FY 2021. The 

increase in Depreciation and amortisation reflects these 
increases:

•     �Depreciation of property, plant and equipment increased 
by €2.2 million from €18.6m in FY 2020 to €20.8 million 

in FY 2021, as the cost or valuation of property, plant and 

equipment increased from €245.5 million at the start of 
the year to €253.7 million at the end of the year

•     �Amortisation of intangible assets increased by €3.8 

million, from €16.9 million in FY 2020 to €20.7 million in 

FY 2021, as the cost or valuation of intangible increased 

from €139.0 million at the start of the year to €165.6 

million at the end of the year

•     �Amortisation of right-of-use assets increased by €4.1 

million, from €23.9 million in FY 2020 to €28.0 million in 

FY 2021, as the cost or valuation of right-of-use leased 

assets increased from €114.7 million at the start of the 

year to €144.2 million at the end of the year

As a result of the above revenue and cost developments, the 

EBIT / Operating profit decreased by €4.3 million, a decrease 
of 24.0%, from €17.9 million in FY 2020, representing 1.7% 

of revenue from sales of goods and services in FY 2020, to 

€13.6 million, representing 1.1% of revenue from sales of 

goods and services in FY 2021.

Finance costs net of income decreased by €2.7 million, from 

€12.9 million in FY 2020 to €10.2 million in FY 2021. The 

decrease is mainly due to

•     �foreign currency gains on retranslation of intercompany 

loans of €1.7 million reported in FY 2021 compared to 

foreign currency losses on retranslation of intercompany 

loans of €0.5 million reported in FY 2020

•     �Finance costs, before finance income, were €12.9 million 
in FY 2021 compared to the €13.3 million reported in FY 

2020, reflecting the overall stability in borrowing levels in 
both years

Borrowings at the end of FY 2021 were €241.4 million 

compared to €233.1 million at the end of FY 2020. 

After finance costs and income taxation, the profit for the 
year before non-underlying items was €3.6 million in FY 2021 

compared to €3.1 million in FY 2021.

Non-underlying items

The Group has adopted an accounting policy and Income 

Statement format that seeks to highlight significant items 

of income and expense within the Group results for the year. 

The Directors believe that this presentation provides a more 

useful analysis. 

Such items may include significant restructuring and 
integration costs, profits or losses on disposal or termination 
of operations or significant contracts, litigation costs and 
settlements, profit or loss on disposal of investments, 
significant impairment of assets and acquisition related 
profits or losses. 

The Directors use judgement in assessing the particular 

items, which by virtue of their scale and nature, are disclosed 

in the Income Statement and in the notes to the financial 
statements as non-underlying items.

The non-underlying expenses / (gains) in FY 2021 and FY 
2020 were as follows: 
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The non-underlying expenses net of gains and after taxation 

increased by €28.5 million, from a net gain in FY 2020 of €1.1 

million to a net expense in €27.4 million in FY 2021, reflecting 
the following expense and gain increases and decreases:

•     �Redundancy and related charges which include 

redundancy, payroll and related charges that arise 

from the closure of locations and the reduction of staff 

resources at various locations increased by €7.6 million, 

from €21.6 million in FY 2020, to €29.2 million in FY 2021

•     �Costs of industrial relocation, restructuring and 

consolidation includes the charges, other than 

redundancy, payroll and related charges, arising from the 

closure of locations, relocation of activities between sites 

and new activity start-up losses increased by €3.3 million, 

from €4.9 million in FY 2020, to €8.2 million in FY 2021

•     �Gains on acquisition related to bargain purchases arise 
in respect of acquired companies, when the sum of the 
fair values of the assets and liabilities recognised at their 

fair value at the acquisition date in accordance with IFRS 
3 is greater than the purchase consideration payable in 

respect of the acquisition. The gain on acquisition related 
to bargain purchases decreased by €18.7m, from €26.3 

million in FY 2020, to €7.6 million in FY 2021

•     �Other expenses net of gains decreased by €0.7 million, 

from €1.8 million in FY 2020 to €1.1 million in FY 2021. 

The decrease is mainly due to an increase of €0.8 

million in gains on asset disposals and share of equity 
accounted investments, a decrease in acquisition related 
fees of €0.2 million, offset by an increase of €0.3 million 

in joint venture impairment charges

•     �The income tax credit related to the above expenses net 

of gains increased by €0.4 million, from €3.1 million in FY 

2020, to €3.5 million in FY 2021

As a result of the above revenue and cost developments, the 

FY 2021 loss for the year was €23.9m compared to the FY 

2020 profit for the year of €4.2 million. 

Cash Flow and Financing Review 

The Group’s operating cash inflows before movements in 
working capital decreased by €4.9 million, from €48.9 million 

in FY 2020, to €44.0 million in FY 2021. 

This results demonstrated that operating profits in FY 
2021 funded the increased additional redundancy and 

restructuring costs incurred in FY 2021 to streamline 

operations.

The Group’s cash generated from operations, including 

working capital movements, was €58.8 million in FY 2021 

compared to €119.8 million in FY 2020. In FY 2020, our 

funds invested in working capital decreased by €69.1 million, 

an exceptionally strong performance. In FY 2021, we were 

pleased to drive our working capital efÏciencies with another 
€17.1 million decrease in working capital. The €178.6 million 

generated over these two years from operations is an 

excellent result. 

Our net cash used in investing activities decreased by 

€22.7 million, from €68.7 million invested in FY 2020 to 

€46.1 million invested in FY 2021 as we scaled back our 

acquisition activity (FY 2020 expenditure of €60.6 million 
compared to FY 2021 of €11.7 million) to integrate the 
businesses acquired in FY 2020. Our investment in property, 

plant and equipment and intangibles increased by €21.1 
million, from €15.2 million in FY 2020, to €36.3 million in FY 

2021. All of our operations are well invested.

In FY 2021, we repaid €31.1 million of our borrowings, 

being, mainly, the repayment of the capital element of lease 

liabilities of €30.9 million. 

As a result of the above cash inflows and outflows, our cash 
net of bank overdrafts decreased by €25.7 million, from 

€138.9 million at the start of the year to €113.2 million at the 

end of the year.

Although the Group had net current liabilities of €44 million 

at year-end (2020: €12 million net current assets), it also had 
considerable cash balances on hand of €124 million. (2020: 
€147.4 million). Since the year end, we successfully financed 
€180 million of EuroPP Bonds on the Luxembourg SE. The 

bonds are repayable after seven years and carry an interest 

coupon of 4.25%. 

The Group has the financial capability to support its 
ambitious development strategies. 

Financial and Operational Discipline

We continue to manage the Group according to robust 

operational and financial disciplines and apply this approach 
as we acquire and integrate businesses. We prepare 
and execute detailed post acquisition plans to extract 
operational and procurement synergies identified during 
comprehensive due diligence processes. Continuous 

Improvement Programmes are operated across Paragon 

and are introduced in acquired companies to ensure that 
they adhere to the Group’s relentless push towards greater 
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operational efÏciency. All Group companies operate 
with the discipline of monthly management reporting 

and performance and outlook reviews, with specific 
focus on sales development and pipeline, cost control 

management, cash flow forecasting, and working capital 
management. Our capital expenditure planning is based 

on strict return on investment parameters.

Use of Alternative Performance 
Measures (APMs) - Underlying and 
Proforma Figures 

Due to the Group’s continuous acquisition strategy 
and the Bond covenant calculation requirement for 
investors, the Directors consider the use of APMs such 

as underlying and proforma figures to be fundamental to 
an understanding of the Group’s performance. 

These APMs have been prepared to facilitate 

understanding of the Group performance and position. 

Naturally they reflect the circumstances of the Group 
which can differ from other companies. 

These APMs should be read in conjunction with GAAP 

measures and are not intended to be a replacement of 

GAAP measures. 

Due to the Group’s continuous acquisition strategy, it 
would be incomplete to focus exclusively on APMs or 

company statutory performance. APMs are used to 

supplement GAAP measures and satisfy banks' as well 

as bondholder investors' comprehension of the business 

by offering a more complete reading of its normalised 

performance. 

These are defined in note 2(s) of the financial 
statements, as well as being highlighted in the 

Consolidated Income Statement of the financial 
statements.

Although the Consolidated Statement of Financial 

Position includes the impact of recent acquisitions, the 
Consolidated Income Statement does not include a full 

12 months of trading from acquisitions made during 
the financial year. Consequently, we use an APM with 
a 12 months proforma Income Statement to enable a 

comparison of annual performance to be made. The 

Group’s strategy on market consolidation inevitably 

leads to considerable restructuring and integration 

costs. This includes a mix of one-off gains and charges 

that are non-recurring in nature. These are considered to 

be non-underlying due to their nature, size, or incidence. 

These are included in the APM non-underlying items and 

are summarised in Note 8 of the financial statements. 
APMs such as Underlying EBITDA2 and EBITDA1, which 

are stated after adjusting for non-underlying items, to 

assist with understanding of performance. We use this 

APM to enable a comparison of performance between 

years once these one-off items have been taken into 

account.

 

Laurent Salmon 

CFO Paragon Group 

7 January 2022
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Driving Growth – Paragon’s 
Acquisition Capability

We continued to apply our proven Paragon approach to 

acquisitions during last year and, despite the headwinds of 
the COVID-19 pandemic, we completed several important 

acquisitions which built our size and scale, grew our market 
share, and boosted our service offerings, technology, and 

digital capabilities. We also took advantage of opportunities 

with low entry multiples in pursuit of specific objectives to 
expand into geographies and acquire new capabilities. 

We maintained our discipline in the acquisition process 
through rigorous due diligence programmes and detailed 

post-acquisition planning, including the preparation 
of comprehensive synergy extraction programmes. 

Above all we continued to seek companies whose 

management is aligned with our strategy and culture, 

which is central to our buy, build and grow strategy. 

Paragon Customer Communications (PCC) completed 
the acquisition of CB Info SAS (GB), a specialist 
in business process and customer relationship 

management, providing a wide range of physical 

and digital services to simplify business processes. 

The acquisition significantly expands Paragon’s 
capabilities in inbound business process management 

and digitalisation services. It represents a significant 
opportunity to broaden our service offering to cross-sell 

to both our French and international customer base. 

PCC also entered promotional merchandise sourcing, 

through the acquisition of Promo International, 
bringing new customers from the cosmetics 

and beverages sector and providing insourcing 

opportunities for the lead supply offering.

As COVID-19 heavily impacted the mass transit markets 

globally, Paragon ID took advantage of the opportunity to 

acquire the American ticketing company EDM, significantly 

consolidating its market share in North America as the 

main supplier of cards and tickets for major US cities. 

Paragon ID also advanced in the track and trace 

verticals through the acquisitions of real-time locating 
systems provider Apitrak, strengthening the multi-

technology IoT platform for asset-tracking, and the 

acquisition of Security Labels, one of the world’s 
leaders in the design and manufacture of baggage 

tags, including RFID, for the airline industry. 

PGS Division acquired Tangent on Demand, strengthening 
its position in small and large format printing and 

speciality packaging offerings and enhancing the 

service offering of the print and design business.

In our OfÏce Services Division, our workplace solutions 
business and services provider OT Group, entered into 

an agreement to acquire OfÏce Depot’s UK and Irish 
customers, warehouse facilities and distribution centre 

as well as the print, marketing and communications 

business of Vital Communications. Not only did the 

acquisition provide additional size and scale, but it also 
brought significant efÏciencies through a state-of-the-art 
warehouse and overhead and consolidation savings. 

Further acquisitions included Scytl, the worldwide 
leader in secure electronic voting solutions, providing 

cross-sell opportunities with PCC’s election businesses 

and Trenton Box, now rebranded as Trenton, a 

specialist in high-quality sustainable packaging 
solutions for the food and drinks industry. 

During the COVID-19 crisis, acquisition opportunities briefly 
stalled as companies adjusted to the uncertainties. 
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“We also took 
advantage of 

opportunities with 
low entry multiples 

in pursuit of 
specific objectives 

to expand into 
geographies 

and acquire new 
capabilities.”
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However, as global economies got to grips with the 

crisis, acquisition activity picked up significantly. 

Paragon remained highly active during this period 

by reviewing opportunities. Several of these did not 

materialise for a number of reasons, ranging from high 

expectations from sellers and excessive competition 

to a lack of cultural and strategic alignment. 

Financial sponsors and private equity firms provided 
stiff competition through their increased presence in 

the market. Despite this, Paragon remained committed 

to finding the best possible opportunities to help 
us successfully deliver on our buy, build and grow 

strategy. We are satisfied with our progress.

Acquisitions this Fiscal Year

Paragon Customer Communications

CB Info SAS (GB): Effective 1 October 2020, PCC acquired 
GB, a specialist in business process and customer 

relationship management. GB, a highly diverse business, 

provides a wide range of physical and digital services to 

simplify business processes. These include paper and 

digital document management, customer onboarding 

for loyalty, membership and retention programmes, 

survey management for rental administration for real 

estate companies, subscription programmes for media 

publications, charity donations’ management on behalf of 

charities, insurance claims and contributions management 

for health insurance companies, and accounts payable 

and receivables collection for a wide variety of companies. 

The acquisition significantly expands Paragon’s 
capabilities in inbound business process management 

and digitalisation services, representing a significant 
opportunity to broaden our service offering to cross-sell 

to both our French and international customer base.

Promo International Limited in Administration: Effective 

3 November 2020, PCC acquired a small promotional 
merchandise sourcing business out of administration. 

The acquisition provides PCC with low-cost entry into the 
area of promotional merchandise sourcing, which was 

missing from PCC’s lead supply offering. Not only does 

Promo bring new customers from the cosmetics and 

beverages sector, but it also provides cross-selling and 

insourcing opportunities for the lead supply business.

Paragon ID

Airweb SAS (Airweb): Effective 4 November 2020, 

Paragon ID increased its shareholding in Airweb to a 

majority holding. Airweb, a specialist provider of mobile 

ticketing using a QR-code based solution for public 

transport networks, has become the fastest-growing 

mobile platform in Europe and is currently the most 

widely used mobile ticketing solution in France. Airweb 

has expanded its networks to over 100 clients and has 

commenced to grow internationally as a solution provider. 

Apitrak SAS (API): Effective 21 May 2021, Paragon ID 

acquired a controlling interest in Apitrak SAS, a French 
start-up specialising in Real-Time Location Systems 

(RTLS) using a wide range of data acquisition technologies 
including active and passive RFID, Bluetooth Low Energy 

(BLE), Wi-Fi and GPS. Having already established itself 
as the market leader in the UK hospital sector, through its 

RFID discovery solution, and having succeeded in also 

deploying it in several major industrial installations, Paragon 

ID continues to expand the reach of its RTLS offering with 

this acquisition. Founded in 2016, Apitrak commenced its 
relationship with Paragon ID in 2020, with a technological and 

commercial agreement to jointly develop and propose cloud 

based RTLS solutions. This partnership has resulted in the 

successful deployment of multiple installations combining 

the companies’ best features. The multi-technology 

location-tracking IoT platform has been adopted in medical 

and industrial environments, including manufacturing 

and logistics businesses, both in the UK and France.

Paragon Graphic Services

Tangent on Demand London Limited (TOD): Effective 9 

November 2020, PGS acquired the assets of TOD, an on-
demand bespoke small and large format printer with in-house 

binding and speciality packaging offerings. TOD provides 

an opportunity to expand PGS’s digital product range and 

expertise with more creative and visual-based offerings 

and to achieve cost savings through facility consolidation. 

TOD will be merged with our DiCE operation to enhance our 

leading service offering within our print and design business.

New/ Growth Businesses

Scytl Service Electronic Voting in Administration (Scytl): 
Effective 3 November 2020, Paragon Holding Spain (SPS) 
acquired Scytl, the worldwide leader in secure electronic 
voting, election management and election modernisation 

solutions. Scytl’s solutions incorporate unique cryptographic 
protocols that ensure maximum security, transparency, 

and auditability in all types of elections. Scytl’s ground-

breaking electoral security technology is protected 

by over 40 industry international patents and enables 

organisations to electronically carry out all types of 

electoral processes in a completely secure and auditable 

manner, positioning the company as the global leader 

in the industry. Synergistic opportunities exist between 

PCC’s existing election business in France and the UK. 

Trenton Box Company Limited (Trenton): Effective 2 

November 2020, Paragon acquired a specialist in high-
quality sustainable packaging solutions. With highly 
complementary activities and customers, Paragon expects to 

offer an additional channel to market for Trenton’s innovative 

packaging solutions, leveraging its broad customer base.
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Acquisitions Post Fiscal Year-End 

Paragon Customer Communications

DG3: Effective 1 December 2021, Paragon acquired 
DG3, a single-source, end-to-end communication 

solutions provider, specialising in delivering regulatory 

compliance, marketing, and business applications 

for clients across the financial services sector. 

Paragon ID

Security Label GMbH (SL): Effective 1 July 2021, Paragon 

acquired a 93% of the share capital of SL with the balance 
to be acquired from SL CEO Montassar Ben Hmida in the 
coming years. SL is the European leader and one of the 

world’s biggest designers and manufacturers of baggage 

tags, offering its customers a complete range of products for 

check-in documents, as well as standard and RFID baggage 

labelling tags. SL works with over 400 airlines in more than 

100 countries and is a strategic partner of IATA (International 
Air Transport Association), with an estimated market 
share in Europe, Middle East, and Africa of approximately 

70%. The acquisition of SL represents an opportunity for 
Paragon ID to become the world leader in baggage tags for 

the aviation sector. SL will also be able to leverage Paragon 

ID’s established positions across the Atlantic to expand its 

business with North American airlines. This acquisition 
marks a new geographical expansion for Paragon ID, with 

the potential to build upon a strong base for its development 

in other activities, including RTLS, mobile and account-

based ticketing and payment in the German market.

Electronic Data Magnetic Inc. (EDM): Effective 20 

September 2021, Paragon acquired EDM (out of Chapter 
11), one of the market leaders and the largest manufacturer 
of public transport tickets to major cities in North America. 

Founded in 1983, EDM manufactures and markets cards 

and tickets, both magnetic and RFID, as well as ticket pre-

encoding and personalisation services. EDM supplies the 

major public transport operators in the United States, as well 

as airlines and parking operators. Paragon ID anticipates 

a gradual rebound in the company’s revenue over the next 

two years, with a contribution to Group revenue in excess 

of $10 million and a double-digit EBITDA margin. With this 

acquisition, Paragon ID becomes the undisputed market-
leading supplier of transport tickets for major American 

cities and gains an additional industrial site and buildings 

for its first manufacturing facility in the US capable of 
producing cards and tickets – a source of industrial 
synergies reduced shipping costs and customs duties. 

The size of the site lends itself to further development of 

industrial activity for other RFID markets in the US, such 

as RFID tags for the retail sector and RFID baggage tags 

for the airline industry. From a commercial perspective, 

EDM’s established position with American public transport 

equipment manufacturers and operators will provide 
an opportunity to promote dematerialised contactless 

ticketing solutions, such as Airweb, in North America.

Paragon OfÏce Services 

OfÏce Depot (OD): Acquired trade and certain assets on 18 
June 2021 and completed 27 September 2021, our workplace 

Acquisitions Post Fiscal Year End

PCC DG3 December 2021

PID
Security Label (SL) July 2021

Electronic Data Magnetic Inc. (EDM) September 2021

Paragon OfÏce Services OfÏce Depot (OD) September 2021

Acquisitions This Fiscal Year

PCC
CB Info SAS (France) October 2020

Promo International November 2020

PID
Airweb (France) November 2021

Apitrak (France) May 2021

PGS Tangent on Demand (ToD UK) November 2020

New/Growth Businesses
Scytl November 2020

Trenton Box November 2020

Paragon OfÏce Services OfÏce Depot (OD) June 2021
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solutions and business services provider OT Group, which 

includes the OfÏceTeam, OT Wholesale, ZenOfÏce and 
Spicers Ireland businesses, entered into an agreement to 

acquire OfÏce Depot Europe’s larger mid-market, major 
and public sector contract customers in the UK and 

Ireland. The deal includes the state-of-the-art warehousing 

facilities of OfÏce Depot Europe’s distribution centre in 
Ashton-under-Lyne, Manchester, and the headquarters of 
Vital Communications, OfÏce Depot’s print, marketing and 
communications business in Dartford, Kent. OT Group will 

also enter into a collaboration agreement with OfÏce Depot 
Europe, servicing the international customers that will be 

transferred as part of the deal. The transaction provides 

OT Group with the opportunity to significantly increase 
its size and scale in workplace solutions and business 

services, to increase efÏciency through the new highly 
automated warehouse and distribution centre, and to 

extract overhead savings through consolidation synergies. 

Outlook 2022/23 and Beyond

Although the past year has seen a relative slowdown 

in acquisitions compared to the previous year, the 
expectation for the coming year is a gradual increase 

again in M&A activity with a growing pipeline of 

opportunities across all our businesses. 

Generally, the markets in which we operate remain very 

fragmented, providing many acquisition opportunities. In 
PCC, we will increasingly look to move across and up the 

value chain to digital services and solutions, as we seek to 

become more of a one-stop shop for our larger customers 

in providing end-to-end BPO customer communications. 

Apart from mid-sized acquisitions, regional consolidation 
opportunities and digital and service expansion, we 

will increasingly focus on larger targets providing 

transformational opportunities and will increasingly consider 

geographical expansion into the North American market. 

In Paragon ID we will grow our market in each of 

the chosen vertical markets, including e-Id, Smart 

Cities, Track and Trace and Payments. 

In the PGS and New/Growth Business division, 
we will focus on specific acquisition opportunities 
to grow both size and scale while increasing the 

breadth of services across these businesses.

While the COVID-19 pandemic has presented many 

challenges across industries globally and from an M&A 

point of view, we expect a re-emergence of opportunities 

for further market consolidation and growth across all 

divisions of our Group. We remain agile in our approach to 

M&A and have the financial stability to complete acquisitions 
in fast-paced acquisition scenarios. Our strategic M&A 
pipeline, which amounts to several billions in revenue in 

terms of targets, is growing more than ever, providing 

great prospects for the Group in the coming year. P
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Paragon Business Review

In this section, we present an overview of the key businesses within Paragon 

today. As presented in the chart, Paragon Group comprises four Divisions – 

Paragon Customer Communications, Paragon ID, Paragon Graphic 

Services and Paragon OfÏce Services. In addition to the four divisons, we 

also have a New/Growth business group which houses businesses in the early 

stage of growth and development.

Our four divisions are managed in a self-sufÏcient manner, 
with senior leadership in place. During the last year we 

acquired several businesses which operate in adjacent 
and related sectors. This resulted in the creation of a new 

division – Paragon OfÏce Services, reflecting the scale and 
rapid growth of this business. 

Our new OfÏce Services division includes OfÏce Team Group 
(OTG), a leading provider of ofÏce and workplace solutions 
and supplies. The group consists of OfÏce Team, OfÏce 
Team Wholesale, ZenOfÏce, OfÏce Depot Ireland, and Spicers 
Ireland.

Our New/Growth Businesses sector comprises Scytl, an 
international election software company which provides 

software-based election solutions for private and public 

sector use, and Trenton (formerly Trenton Box), a packaging 
business specialising in sustainable packaging solutions. 

Scytl operates globally with its head ofÏce in Barcelona, and 
Trenton is based in the UK. 

Paragon Group provides governance, strategic direction, and 

guidance to all companies, in addition to driving financial 
reporting and operational discipline. Strategic direction is 

agreed, and our individual businesses and divisions have 

clear authority and focus on driving P&L, cash, and balance 

sheet in line with our strategic Group direction. Group drives 

M&A activities, as presented in the Acquisitions Capability 
chapter in this report. Operational direction is also set by 

Group, and we manage primary procurement and sourcing 

relationships centrally, thus ensuring we obtain the best 

value. Finally, our Group CIO sets and drives our aligned 

technology direction across all our entities. 

The small size of our Group function ensures clear 

ownership and clarity of governance within the business 

and allows agile and responsive leadership and decision 

making. As a Group, we pride ourselves on staying close 

to our customers and our people, and focusing on agility, 

integrity, and entrepreneurship. The rest of this section gives 

an overview of our businesses today.
Graphic Services
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Trenton Scytl

Paragon — A Snapshot  
of Our Businesses

Paragon is organised around four separate divisions. In addition,  

we have additional operating companies in our New/Growth 

Businesses Group.

The leading provider of end-
to-end omni-channel services 
for Marketing, Transactional, 
Operational and Workplace 
Solutions.

PCC combines unrivalled 
experience with specialised know 
how across key industry sectors, 
powered by a 
network of advanced 
operational 
centres, technology 
platforms and digital 
customer experience 
platforms.  

We transform 
customer 
communications 
and together with 
our clients create 
the future of 
brilliant customer 
communications.

Paragon ID is a global leader in 
RFID technologies. It designs, 
manufactures, distributes and 
integrates its technology in 
four markets: 

•	 Smart Cities and Mass 
Transit

•	 Tracking & 
Tracing of 
Objects

•	 Payment – 
contactless 
cards, licensing 
of unique 
contactless 
technologies

•	 e-ID – Electronic 
Identification 

New/Growth 
Businesses 

Operational management Strategy and direction Financial management AcquisitionsGroup  
Support

€81m
total  

revenue

-23%
growth  
this FY

The leading provider of graphic 
services – we do everything 
print and design and we create 
visual experiences for our 
customers. 

We have an unparalleled 
network of over 70 locations 
across Europe where we provide 
our business 
customers with 
all their marketing 
needs – whatever 
the size. Our 
solutions are 
complemented 
with technologies 
in the areas of 
3D visualisation, 
virtual reality, 
mail, cloud based 
digital archives and 
books on demand 
production.

A leading provider of ofÏce 
services – direct to end users 
and via the wholesale channel. 
Our brands are trusted supply 
chain partners for businesses 
across the UK & Ireland, large and 
small. Through a consolidated 
range of business solutions, we 
help companies 
control costs, 
drive efÏciency 
and improve 
productivity. 

We provide 
an unrivalled 
end-to-end 
business solution, 
simplifying 
processes and 
supply chain to 
deliver everything 
customers need to 
operate effectively 
wherever they 
work.

Graphic Services

of group  
revenue

of group  
revenue

6% 8%

€78m €99m
total  

revenue
total  

revenue

-10% 1,306%
growth  
this FY

growth  
this FY

of group  
revenue

7%
of group  
revenue

78%

€945m
total  

revenue

7%
growth  
this FY
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28 Paragon Customer Communications

Paragon Customer Communications (PCC) is the largest business in Paragon 

Group, with sales this fiscal year in excess of €945 million, representing 
growth of over 7% on the previous fiscal year. PCC is on track to become a  
billion-euro business.

Strategic Direction

On a proforma basis, Paragon Customer Communications 

(PCC) is now a €1 billion business global business.

Over the past year, we have continued to adapt, grow, and 

diversify our range of propositions as we anticipate and 

respond to changing market requirements.

Although Customer Communication services continue to 

generate around half our divisional net sales, our strategy is 

increasingly based around the development and growth of 

seven core lines of business. 

1.	� Consulting & Agency – creative services, digital 
transformation, campaign management, data analytics & 
insight and technology & automation

2.	� Customer Communications – outbound and inbound 
multichannel marketing, regulatory and transactional 
communications

3.	� Supply Chain Management – warehousing, fulfilment 
and logistics

4.	 �Lead Supply – end to end management of marketing, 
print and promotional materials from sourcing, 
production, finishing, storage and distribution

5.	� Workplace Solutions – onsite creative and presentation 
services, mailroom, production, concierge and 
recruitment

6.	 �Business Process Outsourcing – multishore and 
multichannel back-ofÏce processing of correspondence, 
claims, invoices and payments

7.	� Print Solutions – trade printing of stationery, forms, 
envelopes and security products

Investing in our Infrastructure

As part of our ongoing development of the business, PCC 

re-invests approximately 25% of proforma Underlying EBITDA 

into the business in capital expenditure projects annually.
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“Over the past year, 
we have continued 
to adapt, grow, and 
diversify our range 

of propositions 
as we anticipate 

and respond to 
changing market 

requirements.”

1. EBITDA is defined in Note 2(s) on page 126.
2. Underlying EBITDA is defined in Note 2(s) on page 126.
3. Proforma sales and EBITDA is defined in Note 2(s) on page 126.

69
3

54

(58) (8)

18

880
72

945 85

FY2020 FY2020COVID-19 COVID-19Organic OrganicAcquisitions AcquisitionsFY2021 FY2021

PCC Sales in € millions PCC Underlying EBITDA2 in € millions

Postage Sales: 143 Postage Sales: 173

3rd Party Sales: 737 3rd Party Sales: 772
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29

We have continued to invest in our core Technology 

platforms in particular our Paragon OnePlatform multi-

channel customer communications engine, which has 

seen a significant increase in the number of clients ‘SaaS’ 
subscriptions over the past year; our Paragon e-commerce 

Platform (PeP) and E-Pro service and procurement portals.

There has also been an ongoing programme of investment in 

automation and production equipment, which has included 
automated handling lines in our Supply Chain business, the 

world’s first three-entry inserting and enclosing system and a 
third warehouse and logistics centre in North Eastern France.

Matching Costs with Revenues

Parts of our PCC business, in particular certain types of Direct 

Marketing services in Customer Communications, experienced 

reduced volumes during the first half of the financial year as a 
result of the global pandemic business environment.

Due to this reduction in volumes, it was necessary to carry 

out a number of restructuring projects across the whole of 

the PCC business, to ensure that our costs remained in line 

with our revenues. 

Over the course of the year, over 500 employees (8% of our 
overall headcount) left the PCC business or were redeployed 
into vacant positions within PCC or elsewhere in the 

Paragon Group. We would like to commend our employees, 

our managers, and our HR teams for the professional and 

respectful manner in which each of these restructuring 

projects was handled.

Post-Acquisition Integrations

In the previous financial year, several large acquisitions were 
completed in the PCC business, in particular the RRD GDS 

business and the PostNL Communication Services business. 

All of the planned post-acquisition integration programmes 
have now been completed, and they delivered the expected 

synergy benefits. Most of these programmes took place in 
the UK and the Netherlands and were concluded on average 

3-4 months ahead of the expected completion date.

Following these integrations, we have continued to simplify 

the legal entity structure of the business, and 10 entities were 

either dissolved or merged with other entities over the course 

of the financial year.

The integration of the CB Info SAS BPO business in France, 

which was acquired in October 2020, has also been 
successfully completed by the end of the financial year.

Investing in our People

To support our organic growth plans, we have recently hired 

two new Chief Sales & Marketing OfÏcers:

Pieter de Ruijter is now responsible for 

Sales, Marketing and Client Services in 

the Netherlands and Belgium. Pieter has 

had a successful career driving organic 

growth in services businesses and has 

held several Business Development 

roles in his career, most recently at Océ, 

PostNL and DSV Logistics

Mahdi Bouzoubaa has taken on 

similar responsibilities for Western 

Europe. Mahdi has an impressive 

background in Sales, Marketing 

and Consulting in the digital and 

technology sectors and joined 

Paragon from Orange, where he was 

most recently one of their Chief Sales 

and Marketing OfÏcers

During the course of the financial year, we have continued to 
invest in learning and development across the whole business. 

We have expanded our Apprenticeship programmes and have 

implemented two new company-wide development initiatives:

•	� The European Leadership Development Programme: 

where 30 managers across 8 countries in the business 

who have been identified as having the potential to 
progress their careers further in the company are 

currently being mentored through an 18-month structured 

personal development programme by a Senior Manager

•	� Young Paragon Network: where 30 young professionals 

in the business are working together on business-critical 

initiatives such as Sustainability, Innovation, Employer 

Branding and Continuous Improvement

Sustainability in PCC

The Sustainability section in the report covers the impressive 

range of Sustainability initiatives that Paragon has carried 

out in the last year elsewhere in this report. Special mention 

goes to the PCC businesses in France and the UK, both of 

whom have now achieved ‘Platinum’ status on the Ecovadis 

Sustainability Rating, which places them in the top 1% of over 

75,000 companies across 200 industries in more than 160 

countries.

Looking Forward to FY22 and Beyond

Our medium-term goal is to double the UEBITDA of the PCC 

business over the next three years through a combination of:

•	 Accelerating organic growth

•	 Selective acquisitions

•	 Improving our margins

PCC secured additional funding post year end (July 30, 2021), 
through an over-subscribed issue of long-term bonds for 

institutional investors with a listing on the Luxembourg Stock 

Exchange. This additional funding will support the future 

strategy and growth of the business. 

The rest of this section gives a brief overview of our primary 

PCC businesses by geography. 

Pieter de Ruijter

Mahdi Bouzoubaa
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PCC

30 UK, Ireland and Luxembourg

UK

Despite the unprecedented disruption experienced across 

the world last year, our business has remained strong, and 

we have achieved a number of key successes. The world 

of customer communication continues to evolve at pace 

through the use of technology and digital channels, our 

business has matched that evolution in order to meet both 

the expectations of our clients and those of their customers.

Our existing clients have continued to show their confidence 
in our ability to deliver what they need, and global brands as 

well as local have been onboarded as new clients throughout 

the year, in particular the Department for Health and  

Social Care.

Evolving the Business 

This evolution in the scope and scale of our business has 

resulted in PCC being trusted to deliver vital services to our 

customers, including critical projects in the battle against 

coronavirus. We became a key strategic partner to the Royal 

Mail, with large ongoing projects to deliver COVID-19 test kits 

and vitamin D supplements to people across the UK. To date, 

we have managed the fulfilment distribution of 47 million 
COVID-19 kits. 

Our product and service offering has also evolved. This year 

we have delivered successful consultancy projects for clients 

in the financial services sector, helping them to transform the 
way they communicate with their customers. These projects 

have delivered measurable results and have resulted in more 

strategic and extensive business relationships. 

We have developed, launched, and grown our own technology 

platforms not only to enable our core services, but also to be 

delivered “as a service” (SaaS). For example, our OnePlatform 
CCM solution is deployed to deliver vital multi-channel 

communications services for clients in the utilities, financial 
services and retail sectors. We have a healthy pipeline of 

technology led-opportunities and have deployed strategic 

technology-based solutions for Boots, Screwfix, HomeServe, 
Business Stream, Currys and The Very Group. 

PCC’s Digital Mailroom inbound solution has grown 

considerably in the last year. The needs of our clients evolved 

throughout the pandemic, and we ensured that we continued 

to meet them with additional capabilities, expertise and 

technology.

As a business, we have had to adapt how we operate 

to match the rapid evolution of our market. We have 

consolidated our transactional print services, enabling us to 

reduce our levels of spare capacity and migrate work to more 

efÏcient plants and machinery.  

We also started an exercise to track the activities that our 

non-operational staff undertake. We are now reviewing this 

with the aim of identifying which areas are inefÏcient and 
could be further standardised or automated, and which 

activities drive the business forward and should receive 

further investment.

We continue to drive our ambition to become strategic 

partners to all our clients, delivering future-proofed solutions 

that support their objectives and strategies.

Marketing Services

We have delivered some brilliant, innovative campaigns for 

key clients like Kellogg’s. 

Kellogg’s asked us to celebrate a summer of football, by 

bringing their existing Pringles Point Of Sale to life in stores 

across Europe. We proposed the development of Pringoooals 

into an exciting, interactive football-themed Augmented 

Reality game. A perfect fit with the audience, it enabled 
Pringles to ‘piggyback’ on Euro 2020’s wide exposure. It 

would also test Augmented Reality as a mechanic, a first for 
Pringles on POS across Europe.
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“We have 

developed, 
launched, and 

grown our own 
technology 

platforms not only 
to enable our core 
services, but also 

to be delivered “as 
a service” (SaaS).”
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Devonshire 

Devonshire is a full-service recruitment firm which 
focuses on the Design, Creative, Sales and Marketing, IT, 

Financial and Legal industries. 2021 was an exciting year 

for the company – what was once an employer-led market 
is now candidate-led in many industries, with candidates 

more selective about their career pathways. This has 

made recruiting a complex but rewarding process. 

Devonshire was delighted to welcome some new 

consultants to the team this year. We launched two 

new location hubs in Luxembourg and Ireland, with two 

Country Manager hires. New consultants were hired 

to recruit in existing sectors, but we also broadened 

the sectors and industries we work in and have added 

Finance and Legal to our list of divisions. 

Throughout the year, we embarked on many diversity 

and inclusion projects and initiatives to ensure we were 

reaching a wide audience, including partnering with 

external organisations and job boards such as Remploy 

and Maximus, becoming Stonewall-certified Diversity 
Champions, being registered as a Disability Confident 
employer, and being part of PCC’s Inclusion Council. In 

addition, we became part of the Advisory Board for the 

City of London Corporation’s Taskforce to boost socio-

economic diversity at senior levels in UK Financial and 

Professional Services sector.  

Future plans include launching a pre-employment 

screening solution to streamline pre-starter checks 

and invoicing, which will be a new source of revenue. 

Following our new location launches, we are keen to 

develop our international teams and investigate new 

geographical locations to expand our global presence.

PCC
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Due to the COVID-19 pandemic, the activity was rolled out in a 

limited number of stores in 2021 when the tournament finally 
went ahead. Importantly, we proved the viability of AR in this 

proof-of-concept activity, and our client is currently exploring 

in-store AR promotions on POS for various Kellogg’s brands.

November 2020 also saw the acquisition of Promo 
International, a group of creatively driven sourcing 

and manufacturing experts who specialise in bespoke 

promotional design. Their core business is the design 

and development of unique and engaging products, and 
with so many customers combining their POS spend with 

promotional merchandise, Promo International has proved a 

valuable fit to service these customers more effectively and 
increase margins for the business. Existing Promo customers 

are also now engaging with the wider services of the group.

Following the introduction of Promo International to the 

Paragon family, they are now working with international 

brands such as Old Spice, Fever Tree, Tennent’s Lager & 

Bulmers Cider. Meanwhile, Promo International are also 

producing orders for existing Paragon clients such as 

BrewDog, Royal Mail, MoneyGram, CRUK, Carling, BUPA, 

Kellogg’s and Boots, which has retained spend within the 

Group.

Customer Successes

PCC continues to put our customers first, and we remain 
a flexible and robust strategic partner to many world-
leading brands. We also ensured that we stayed close to 

our customers even while one-to-one contact and in-person 

meetings were ruled out by COVID-19. A brilliant example 

Lee Bennett,Learning & Development PCC UK, Jeremy Walters, CEO PCC UK, Ireland & Luxembourg, Alison Jackson, Head of HR Tranasctional & Marketing PCC UK, 
David Phillips, Site Director PCC Dagenham.
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COVID-19 Home Testing Kit Programme for the UK Government 

The Challenge 

The Department of Health and Social Care (DHSC) needed to quickly establish a robust and 
scalable solution to distribute Polymerase Chain Reaction (PCR) and Lateral Flow (LFD) 
COVID-19 test kits via home delivery to the British public. During a time of national crisis, 

this was a complex, high-profile project that required rapid mobilisation and deployment, a 
very high level of BAU service delivery, and working to stringent SLAs. The opportunity was 

procured by DHSC via the Crown Commercial Service (CCS) RM6017 Framework. Following 
publication, Royal Mail Group (RMG) and PCC made a strategic decision to utilise each other’s 
core strengths by joining forces to design and execute a best of breed, end-to-end UK-wide 

fulfilment and distribution solution for COVID-19 test kits ordered online for home delivery.

The Solution 

Following competitive tender, RMG were awarded the contract, with PCC serving as their  

key sub-contractor. 

Collectively, we rapidly developed and deployed a six-site fulfilment service delivery model and 
robust national distribution network, ensuring that we could deliver to the DHSC’s strict SLAs 

on a national basis. Our collective size, scale and strategic UK-wide delivery footprints ensured 

that we were ideally placed to deliver this vital solution at scale. 

We quickly got to work. Teams from across our businesses came together to design the 
required technical and operational ecosystem to deliver the project, including fully integrated, 
real-time platforms to ensure constant communication and real-time data was available to all 

internal and client operations teams. 

A bespoke single-view customer interface was developed so that DHSC had complete, real-

time visibility on orders placed, order fulfilled and stock movements by test kit type. This 
provided DHSC with vital insight into the uptake and usage of the home testing programme 

and an effective mechanism to proactively manage a large, complex service. We hold daily 

calls with DHSC, working closely to ensure key information is shared between teams and 

constant SLA adherence is achieved, so that we are able to meet the constantly changing 

specification and demand for the service. 

Naturally, the solution provided a serious logistical challenge to overcome, requiring the 
secure warehousing of over 2,000 pallets of stock at any one time at our strategically placed 

hubs spread across the country and the need to inject and deliver a huge volume of kits 

through the RMG postal network. 

Orders for test kits are placed via NHS Digital. Relevant data is then securely transferred 

to PCC, and the API feedback loop updates the NHS systems once the kits have been 

despatched and delivered. 

Collectively, we fulfil and deliver various kit types in various formats, which are dictated by end 
user location and personal requirements. Kits fulfilled by PCC are transferred into secure, pre-
designated postal cages. Multiple collections are made each day, whereby the kits are then 

injected into RMG’s solid and scalable postal network. Now, every test kit that arrives to a UK 

recipient via the postal channel is delivered via this solution. 

The Result 

As of October 2021, we have fulfilled and dispatched more than 47 million test kits to people 
across the UK. We designed, built and implemented a large and complex solution in less than 

three weeks, and its success has led to a new longer-term Agreement being awarded to RMG 

by DHSC. This solution continues to evolve and reshape to fully support and deliver against 

DHSC’s national Test and Trace objectives for the effective management of the COVID-19 

pandemic-. RMG and PCC have been a key ingredient in helping the UK population to safely 

and conveniently test themselves at home, minimise the spread of the disease, and help to 

return the country to a sense of normality. Working in true partnership style, RMG and PCC  

have expertly delivered a solid, scalable and future-proof solution for DHSC.

Case Study

PCC
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of this was our “Working from Home” packs -free gift bags 
for our existing clients that contained a range of items that 

helped the transition to home working go more smoothly. The 

campaign, which ran for around ten months, saw thousands 

of packs filled with Paragon branded items sent to our clients 
across the country.

We have also embraced new ways of working. In the summer 

we hosted a virtual meeting with our clients to launch 

our sustainability 2030 ambition and take questions on 
our sustainability commitments. The Assets, Wealth and 

Pensions team also held a virtual client event, complete with 

a quiz and expert guest speakers – a further example of our 
adaptability and drive to stay close to our customers.

The last year was also notable for several customer 

successes across our key vertical markets.

Our Asset, Wealth and Pensions vertical saw the 

transformation of our relationships with Northern Trust, 

Quilter, and Hargreaves Lansdowne, from tactical print 

providers to key strategic partners delivering vital services 

that helped their businesses respond to the pandemic. 

Our FS&I vertical has also seen key business wins, with 

additional services added to existing clients and new 

customers being onboarded. We have added inbound and 

outbound communication solutions for Aegon, transactional 

communications for Skipton Building Society, and have begun 

the deployment of our OnePlatform solution for NFU Mutual. 

Across Commercial and Consumer Brands, we have worked 

with large organisations in both the public and private sectors. 

For the NHS we delivered over £2.5 million of additional printed 

brochures and leaflets to support the vaccination rollout, 
and worked closely with the Royal Mail and DHSC to provide 

COVID-19 test kits and vitamin D supplements to people 

across the country. Meanwhile, we grew our relationships with 

brands such as the Rank Group, Checkatrade, and City Fibre to 

become key strategic partners for their businesses.

In a difÏcult year, our people have remained a key 
differentiator that clients appreciate when choosing to work 

with us. In the face of incredibly difÏcult circumstances, they 
have shown brilliant commitment and hard work, bringing 

innovation and expertise to our ever-evolving market.

Ireland

Throughout 2020, we have seen the expansion of our service 

offering to our Irish customers with a continuing trend 

toward digital solutions. We successfully delivered several 

deployments of Paragon’s propriety PEP platform which 

simplifies complex purchasing experiences and integrates 
centralised brand control with local autonomy to deliver 

measurable marketing efÏciencies and cost reductions.

Investment continued in the Irish business with the 

successful consolidation of our two existing sites located at 

Ballymount and Sandyford into Citywest. We are positioned 

for growth and all operations are now located at our modern 

9,300 sq m site located near the M50 in Dublin at the Citywest 
Business Campus. 

Many of our key clients demonstrated their trust in the 

business during the year by renewing multiple long-term 

contracts. These include FBD Insurance, KBC Bank and 

Paragon OfÏce in Citywest, Dublin 
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Eir. The business was successful in winning a number of 

new contracts especially within the Life Sciences sector. 

Contract wins included a European contract with Alexion 

for the delivery of single customer interfaces for managing 

content, creating output across any channel and integrating 

technology solutions and traditional services. 

The trend towards digital delivery of communications and 

sustainability continued in 2020 with many of our clients 

relying on Paragon as a partner to assist them in delivering 

their digital transformation and sustainability strategies.

With our continued investment in our One Platform 

solution, we are the leading enterprise provider in the Irish 

market capable of delivering the mix of integrated digital 

and traditional customer communications services to the 

exacting compliance standards required by clients within 
Financial Services and Life Science sectors.

Phil Williams, Development and Design Manager, PCC UK
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“As a business, we have had to adapt 
how we operate to match the rapid 

evolution of our market.  
We have consolidated our 

transactional print services, enabling 
us to reduce our levels of spare 

capacity and migrate work to more 
efÏcient plants and machinery.”
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Luxembourg 

PCC Luxembourg is fully regulated under the CSSF PSF 

licence, and provides services primarily for the Asset, Wealth 

Management and Pension industries, but is also equipped 
to support the wider financial services industry. Our focus 
is to provide “multi-channel communications for regulated 
businesses”. 

The site which now employs 16 people, has recently integrated 

new digital services into our offering for regulated clients 

including Hybrid Mail, Secure email and Voting services. These 

form part of OnePlatform, enabling us to provide an integrated 

suite of communication solutions to clients.

In December 2020 we started the onboarding of our first 
client, Northern Trust, who we currently support with print 

& fulfilment, fax, email & archive services. PCC Luxembourg 
also assist the client with change requests and ad-hoc 
requirements, and we are currently working towards providing 
additional services for both NT and their underlying clients.

In addition to enabling new business opportunities in 

Luxembourg, our site will help us strengthen our relationship 

with our UK based clients who have activities in Luxembourg 

and in Europe.
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Western Europe 

We have spent the past few years establishing PCC Western Europe as a 

360° omnichannel experience provider. This has resulted in our clients’ 

increasingly partnering with us on transversal, glocal (reflecting or 
characterised by both local and global considerations) and phygital (the 

concept of using technology to bridge the digital world with the physical 

world with the purpose of providing a unique interactive experience for the 

user) projects. Our main challenge now is to accelerate this trend by focusing 

on our people and Business Units through cross-organisational actions.

Synergies within and between Business Units in Western 

Europe are increasing and have improved our ability to pursue 

new opportunities. Our Marketing Services and Strategic and 

Secure Printing units have secured the first digital projects 
in the Food Retail and Lottery & Gaming industries, thanks to 

the synergy provided by DCX. In addition, the acquisition of 
CB Info SAS in October 2020 keeps generating cross-selling 

opportunities in BPM. Direct Marketing clients are also 

utilising our Strategic and Secure Printing operations.

Agility comes not only from combining offers, but also 

crossing borders, and our local Point of Sale services and 

solutions are being deployed across countries and languages, 

showcasing our team’s ability to operate at all levels and 

every scale.

Our team has worked with Crédit Agricole on improving their 

mailing campaign with a triple focus on agility, economy, and 

ecology. The redesign has successfully removed five of the 
initial nine steps in the production process, resulting in both 

a smaller carbon footprint and substantial cost savings. To 

further improve sustainability, the new design uses PEFC-

certified paper and has seen the removal of the plastic 
window on envelopes. With this project, we have met our 

client’s sustainability needs while also reducing costs.  

Governing our Sustainability 
Commitments

This year we set up a CSR committee across the PCC entities 

in France. The main goal was to steer everyone towards 

initiatives based on three key pillars: people, partners, and 

planet. The outcome is showcased in the 2020 CSR Report, 

as well as in the Platinum EcoVadis Sustainability Rating 

achieved in April 2021.

Streamlining our Cost Base 

As an ever-evolving organisation, internal restructuring is a 

necessity to keep up with market developments. With each 

new acquisition, a legal entity is added. To facilitate business 
across entities and reflect the merging of functions, several 
individual legal entities have been merged into new legal 

entities to deliver greater synergies.

Consolidation is also necessary, and the Romorantin 

printing site was closed with the aim of consolidating similar 

assets spread across different sites. As a result, we have 

reduced costs by 30%. The in-depth restructuring of Haussy, 

which saw its payroll reduced by 30%, enabled a return to 

sustainable profitability levels.

PCC
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“We have spent 

the past few 
years establishing 

PCC Western 
Europe as a 360° 

omnichannel 
experience 

provider.”
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Increasing our Capabilities

Best-in-class software and technology

Our experts are currently focussed on growing the best 

and most effective personalised communication offering 

possible. With Acoustic, campaign automation is now 

supported. In addition to the existing personalised display 

advertisements on the PeP B2B marketplace, customised 

videos will also soon be available for our clients.

Staying ahead of challenges surrounding the upcoming 

invoicing regulation in France in 2024, PCC Western Europe 

has strengthened its decade long partnership with Esker. With 

full access to Esker’s electronic invoicing solution, our BPM 

experts are ready to support businesses facing this major 

challenge with a global offering which can combine software 

integration, phygital acquisition and processing, and BPO 

capabilities covering both accounts receivable and accounts 

payable processes.

DCX experts put their Augmented Reality (AR) mastery to 
good use and built a full ecosystem around a major lottery 

and gaming event. Through an AR game promoted by street 

marketing, the client created a buzz around their big event 

and effectively collected participants’ data.

Microsoft OfÏce 365 has been successfully implemented 
across all entities, with new collaboration tools such as 

Teams and SharePoint enabling full remote working during 

the pandemic. 

Paragon’s continuous expansion of technology and software 

capability created the need for a Research and Development 

Manager, a role now filled by Karl Beaujoin. His mission is 
to develop the connections between all our software and 

technology to provide best-in-class solutions to our customers.

Significant investment in  
state-of-the-art equipment

The world’s first three-entry inserting system was installed in 
our Blois mailroom at the start of 2021. The Fusion XCross 

was made specially for Paragon by BÖWE, to supported the 

group’s growing transactional print activity. In addition, we 

invested in a new Canon VarioPRINT-iX printer this year. The 

Bozouls team (ex-Merico) made room for a new HSB 9000 
from Hohner, a semi-automatic binder designed to meet both 

quality and cost-efÏciency criteria. Finally, the Noyelle-sous-
Lens site continues to support its strong growth by investing 

in the NeotopX line by Dividella.

Innovative engineering from local teams

Thanks to the internal engineering expertise and innovative 

spirit at Linselles, the standard issue CMC One machine has 

been transformed into one-of-a-kind marketing mail paper 

wrapping equipment. With film-wrapping becoming a legal 
issue, this unique machine addresses customers’ need for an 
alternative solution whilst facilitating more personalised and 

eye-catching communication.

Supporting Organic Growth

New co-packing and SCM location

Our third location dedicated to Supply Chain Management 

activities opened in May 2021. The site’s proximity to 

two key SCM locations (less than 40km from Bailleul and 
Noyelles-sous-Lens) ensures the continuity of operations and 
facilitates stock management. After setting up production 

lines and racking to meet current clients’ growing business 

needs, the operation is ready to expand and onboard new 

projects in 2022.

PCC
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Our DCX Team in Villechaud, France.
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Extending our BPM reach

The acquisition of CB Info SAS, ex-Groupe Bernard (Marcq-
en-Barœul) in October 2020 has generated new business 
for the BPM and Inbound Communication specialists. We 

have expanded our existing location to absorb this increased 

activity. 

Key Business Wins

From Oralia to Nexity

Oralia, a real estate sector client, has entrusted PCC Western 

Europe with its paper and e-registered mail for nearly a 

decade. Using an online platform, each Oralia ofÏce can order, 
trace and track items on demand. Due to Oralia’s success, its 

parent company Nexity signed a three-year contract for the 

same solution in March 2021. To foster staff uptake, a short 

introductory video of the new digital process was created by 

our team and broadcast internally to Nexity’s 600 employees.

Pick-Pack-Ship development with the Publications 
OfÏce of the European Union 

For many years, Noyelles-sous-Lens has been managing 

document logistics for The Publications OfÏce of the 
European Union. A wide range of services are covered, from 

managing the online order platform to printing documents on 

demand and organising pick-pack-ship for more than 12,000 

referenced documents. Every year, 300,000 shipments leave 

the production and warehouse site. Following a public tender, 

The Publications OfÏce of the European Union has renewed 
and extended its trust in PCC Western Europe until 2030.

Investing in Our People and Organisations

Embracing innovation 

In one year, a hundred new positions and roles have been 

created. In line with the continuous evolution of our activities, 

Human Resources are realigning existing 

positions with continuing business changes and creating new 

roles as the organisation’s needs and activities change.

Committed to supporting our talent

PCC Western Europe is setting up a five-day training cycle 
(Paragon 360°) organised in tandem with the Group’s EDLP 
and Young Talents programme oragnised around four pillars: 

management, project management, CSR, and eco-design. 

More than 100 colleagues are expected to complete the 

programme in 2022. 

PCC Western Europe achieved Platinum status in the 2021 

EcoVadis assessment. The businesses now ranks among 

the top 1% of companies assessed for sustainability 

performance. This is an acknowledgement of our  

continuous CSR engagement.

We are proud to see more gender equality in our Executive 
Committee, with three of the last six appointees being 

women. 

Apprenticeships will be doubled in 2022 to further facilitate 

employability. In terms of the integration of people with 

disabilities, we exceeded the legal requirement by nearly 25% 
in 2020, demonstrating our commitment and desire to be a 

responsible player that can make a difference.

This financial year has also seen individual ecosystem 
restoration initiatives, such as promoting recycling and 

hybrid car use, installing beehives, and planting trees on site 

(for more information, see the Sustainability section of the 
report). One major step was joining the French Association 
Bilan Carbone (Carbon Footprint Association) at the end of 
2020. Equipped with a comprehensive toolbox and after the 
extended training of 12 employees across locations, our 

goal now is to update our 2016 assessment across all Group 

activities and to reduce greenhouse gas emissions overall.

PCC

38
P

ar
ag

on
 G

ro
up

 0
52

58
17

5 
| S

tr
a

te
g

ic
 R

e
p

o
rt

 | P
ar

ag
on

 C
us

to
m

er
 C

om
m

un
ic

at
io

ns
 | 



Strategic 
Report

Business 
Review

PCC

PID

PGS

POS

New/Growth 
Businesses

Driving  
Growth

Technology

Sustainability

GRC

Risks

Section 172 
Statement

Group  
Financial 

Statements

Parent 
Company 
Financial 

Statements

Review of our M&A strategy

Our mergers and acquisitions strategy aims to strengthen 
our position as industry leader and is in line with our objective 

of being positioned as 360° solution provider in the BPM and 
CCM business. Thanks to our expertise and rapid integration 

capabilities, our mergers and acquisitions typically result in 
quick growth through business synergies between all entities.

Marcq-en-Baroeul (CB Info SAS)

Our acquisition of CB Info SAS has enabled the integrating 
new solutions, combining offers to provide end-to-end 

services, and bringing inbound solutions to existing outbound 

offers makes PCC Western Europe a full-scope solutions 

provider that has resulted in successful sales and increased 

turnover of 20% within a year.

Strong Position for the Future

The past year was one in which all the foundations were laid 

to ensure that the 2021-22 financial year can commence with 
a strong focus on organic growth acceleration. Our teams 

managed to successfully integrate new businesses in our 

portfolio, to restructure and consolidate in order to get back 

to sustainable growth where needed, to invest in stronger 

capabilities in terms of people and technology, and to set 

assert governance of our CSR projects. In the next year, the 

focus will be on transforming our processes and to capitalise 

on potential synergies and growth levers in order to deliver a 

strong and sustainable organic growth acceleration.

“Synergies within 
and between 
Business Units in 
Western Europe 
are increasing and 
have improved our 
ability to pursue new 
opportunities.”

PCC
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DACH & CEE

Evolving our Operational Excellence

The past year saw the consolidation and further development 

of the DACH & CEE Region. In addition to the direct mail 

production location in Nyrany, Czech Republic, we welcomed 

our Polish colleagues in Krakow and Warsaw.

The integration of the Krakow mail production site enabled 

extensive synergy potential and led to positive turnover 

driven by production exclusively delivered to the German and 

Austrian markets. It was no longer possible to produce for 

these markets in Schwandorf, Germany as the focus of that 

location switched from direct mail to the core competencies 

in finishing and on the reorganisation of transactional 
services. 

Although a number of roles were reduced as a result, we were 

able to transfer many of the affected employees to growing 

areas, especially Inbound Management.

The Inbound division relies on the Warsaw location as 

several tasks can be carried out by the specially trained and 

multilingual staff at the site. The site offers a range of high-

quality specialised services. To grow Inbound Management 
and increase sales, the Solution Management division 

was expanded, with Steffen Mahlmeister, a specialist with 

extensive industry experience recruited for this task.

In addition, Christian Vogel is successfully promoting our 

positioning as a Postage Management & Address Services 

provider in Solution Management. Our expertise in this area 

helps our customers realise significant cost savings.

Our four-location concept in transactional production 

continues to play a decisive role and is one of our unique 
selling points as it allows us to help our customers reduce 

costs whilst also reducing CO2 emissions through shorter 

logistics routes. Furthermore, our four locations allow us 

to deliver resilient Business Continuity Management (BCM) 
support for our customers. 

We are also a BCM partner for customers who operate in-

house print centres. For example, we were able to handle two 

large projects for a federal authority after the customer’s site 

had to shut down twice due to the pandemic.

To meet increasing service level demands and to ensure that 

our locations are equipped with state-of-the-art technology, 
we have invested more than €2.5 million in new technologies 

at our Weingarten location. 

PCC
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“We have invested 
extensively in 

workshops for 
our employees to 

ensure that, like 
our processes and 

technology, they 
are prepared for 

the future”

Operations team in PCC Germany
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Processes

Standardising internal processes is a key focus for us as 

defined processes, procedural instructions, and supporting 
documentation enable us to rapidly respond and make 

decisions when required. This standardisation of processes is 
closely supported by the Compliance division, which is tasked 

with meeting the regulatory requirements of our customers.

OnePlatform

OnePlatform allows for the synchronisation of processes for 

the distribution of customer and production data to locations, 

data preparation, and the monitoring and reporting for 

transactional printing and inbound processes. The platform 

makes it possible to replace historically isolated applications 

with standardised and comprehensive processes. Great 

progress has been made in architecture and conception, and 

customer applications are gradually being replaced.

People

We have invested extensively in workshops for our employees 

to ensure that, like our processes and technology, they are 

prepared for the future. While we have developed a vision for 

the Group, it is important that we translate this vision into 

cultural change, values, leadership guidelines and leadership 

models. For this purpose, we have rolled out a comprehensive 

coaching programme targeting the first three  
management levels. 

myParagon

The myParagon employee portal, aimed at ensuring quick 
and accurate communication with all employees, is currently 

being created.

CSR and Sustainability 

For our customers who have firmly entrenched CSR 
measures in their corporate policies, we are a valued partner 

that proactively contributes to and suggests improvements 

to the climate balance. We have appointed our Director of 

Sales for Transactional Print, Andreas Keck, as Head of 

Sustainability and continue to implement carbon reduction 

and neutralising measures. Our internal efforts towards 

sustainability have been particularly well received and have 

led to contracts with many large customers. 

Market

The past year was marked by great uncertainties and in the 

direct mail sector, considerable sales reduction had to be 

absorbed on two fronts. On the one hand, while eCommerce 

retailers were very successful in selling their goods, they had 

problems getting supplies due to impaired supply chains. 

On the other hand, physical retailers were unable to open as 

planned due to various lockdown scenarios. 

Despite this, we succeeded in acquiring various new 
customers during this time. We actively participated in 

online conferences and increased our presence using online 

platforms such as LinkedIn.

In terms of transactional services, business remained stable 

due to long-term client contracts. Here we were able to 

benefit from special business cycles, such as unscheduled 
communication from health insurance companies or 

public authorities to clients and citizens. We also produced 

vaccination date invitation letters for some federal states.

PCC
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The Netherlands & Belgium 

The past year was very positive in the four areas that PCC in 

The Netherlands and Belgium had prioritised for our future 

growth. These were: 

•	 Maximum agility in our customer services approach.

•	� Service expansion in digital transformation and 

multichannel communications.

•	� Evolving risk management and cyber security to the 

highest standard in the market.

•	� Further integration in the core of our various activities. 

Customer Services

Our Customer Services colleagues are the key differentiator 

in exceeding the often unspoken expectations of our 

customers. They act as an extension of our customers and 

manage the complete chain of advice, design, and execution 

of all digital channels and print production. By embedding 

Customer Service as an integral part of our Sales Account 

Teams, customer satisfaction has increased significantly, 
and we offer more empathy and agility in supporting their 

ambitions and goals. 

Digital Transformation 

The Netherlands and Belgium is very ‘mature’ in the digital 

transformation of communicating with consumers, 

members, and citizens. This has changed our market 

enormously in the last ten years and has given us a huge 

opportunity to grow in technical solutions and services. Our 

flagship is our SaaS Paragon OnePlatform. This is an easy to 
implement, no Capex multichannel platform that empowers 

our customers to manage their document composition and 

scenario management for each of their target clients. They 

can communicate when they want or need to via the channel 

that is most effective or preferred by the receiver. 

We had a record year in implementing and migrating 

customers on OnePlatform, with many existing clients 

continuing to show their confidence in our ability to meet their 
current requirements and future ambitions. We helped our 
customer win new clients, improve the level of their customer 

experience, and support their back ofÏce with robust, resilient, 
and secure technical solutions.  

We also developed a digital transformation maturity model, 

which helps our clients remove the barriers that prevent an 

integrated multichannel conversion. Through our expertise in 

Customer Communication Management and deep expertise 

in consultancy on this topic, we can quickly identify where and 
how digital can enhance the customer experience throughout 

the entire journey, unlocking improvements, advantages, 

and efÏciencies. We take the time to deeply understand each 
client’s organisation and build a roadmap that aligns with 

their business strategy, enabling transformational leaps or 

smaller digitisation steps. 

Our reputation as one of the most capable, trusted, and 

reliable service providers in the customer communications 

market is driven by longstanding relationships with existing 

clients. This was enhanced by our ability to remain robust and 

agile during the COVID-19 pandemic.

PCC
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“Our Customer 

Services 
colleagues  
are the key 

differentiator in 
exceeding the 

often unspoken 
expectations of 
our customers.”

Pieter de Ruijter, Natasja Prinsenberg, Gert-Jan Vollema, Mieke Clark-Marsman, 
Victor Meere and Ton Kalter, PCC Netherlands & Belgium.
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Risk Management and Cyber Security  

We are a market leader in the protection and processing 

of data and the safe and secure handling of confidential 
communication. 

Our Risk Management & Data Security department is tasked 

with preventing data breaches or cyber-attacks and takes 

responsibility for the privacy and security of our customers’ 

data. To this end, we only allow the supply and return of data 

via highly secure connections and have various measures in 

place as guarantee. 

We are continuously working on improving the level our 

security and in the past year, particular attention was paid 

to the integration between inbound and outbound customer 

communication. Having met the necessary requirements 
for various certifications, including ISAE 3402 Type 2, and 
ISO 9001, 14001, 45001 and 27001, we can now ensure the 

security of the entire customer communication chain. 

In addition, with sustainability playing an increasingly 

important role in our business, we have worked closely with 

our Risk Management & Data Security team to improve the 

sustainability of our solutions throughout our entire supply 

chain.

Full Integration  

Combining our offering in multichannel inbound and 

outbound communications solutions has made us the 

undisputed market leader in The Netherlands and Belgium. 

We successfully integrated three companies in just nine 

months, and the synergies in our combined approach 

and footprint have led to significante advantages for our 
customers and employees. 

Integrating the existing Paragon organisation in The 

Netherlands with PostNL Communication Services and RR 

Donnelley created a very knowledgeable, technologically 

advanced end-to-end customer communications provider 

across multiple sectors, including Telecoms, Banking, 

Financial Services, Government & Municipalities, Insurance, 

Utilities, Retail, and Internet businesses with multichannel 

marketing and transactional solutions. With a strong 

presence in these industries, combined with our extensive 

end-to-end customer communications service portfolio, we 

have realised impressive cross and upsell performance. 

Organic Growth and New Customers 

In our integrated market approach, we focus on four key 

markets in each of sectors outlined above. 

Transactional Communication is mainly about 

informing consumers at the right time, with the right 

information via their preferred channel. Combining inbound 

and outbound with print and digital has proven to be a 

solution to our customers’ COVID-19 challenge. 

We have welcomed new customers in various sectors, with 

one new client in the pension sector specifically choosing 
Paragon because of its OnePlatform solution. They have 

already outsourced a legally required annual mailing to all 
their customers, as well as a large printing-on-demand job 

of pension booklets. They have also extended their digital 

invoices with payment links. We continue to guide 

them on how to further improve their complex pension 

communication to the consumer.  

Triodos Bank makes its  
statements more sustainable

Triodos Bank has 700,000 accountholders and banking 

activities in The Netherlands, Belgium, the UK, France, 

Spain and Germany. The bank manages more than  

€15.5 billion in assets and operates in 66 countries.  

The bank aims to provide sustainable, ethical, and 

transparent banking.

Triodos offers its customers mobile and internet 

banking as well as the option of receiving physical 

bank statements by post. They asked PCC for a more 

sustainable solution to the production and mailing of 

these communications.

PCC proposed that the 8-inch statements be replaced by 

A4 statements. This means that 40% more credits and 

debits fit on one sheet. The statements are also printed on 
both sides instead of one-sided. In addition, all statements 

are printed on FSC recycled paper and packaged in an 

FSC recycled envelope. Finally, the frequency of printing 
and mailing was examined. Where previously statements 

were produced daily, they are now produced twice a week.

The change has gone smoothly and Triodos customers 

have not questioned or complained about the process. 
As a green bank, Triodos is proud that they can now also 

mention the FSC Recycled label. PCC is proud to support 

them in their green ambitions.

Case Study

PCC
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Our Marketing Communications team has helped our 

customers secure new business. The pandemic has proven 

to be a booster for the food and e-commerce industries, 

and we have welcomed several new customers that have 

a digital business model but use direct mail for generating 

new clients. This has been very successful and our creative 

and connected multichannel approach has led to additional 

sales in the digital arena. We have helped large brands in 

the e-commerce, digital supermarket and food sector with 

mailings throughout the Netherlands and Belgium.

Our DCX services continue to grow with our team continuing 

to show that they are a key differentiator when it comes to 

clients choosing Paragon. Visualisation of vast amounts 

of complex data has become one of our areas of expertise 

in which we support our customers. We have experienced 

substantial growth in our online campaign management 

activities as we offer cover everything from data, design, 

and quality controls to reports on the online behaviour of 
customer groups. We have successfully completed such a 

comprehensive project for an insurance client.

Our Onsite Services and Workplace Solutions 

have transformed from offering traditional onsite services 

for mailroom and reprographics demands, to innovative 

workplace solutions to improve day-to-day experiences for 

our clients’ employees. Our solutions encourage creativity 

and collaboration, increase productivity, and drive better 

business performance in communicating with customers. A 

large telecoms provider for which we had been managing the 

mailroom on location for years, made the switch to digitising 

the mail at the location. This enabled employees to receive 

their digital mail within a few hours, regardless of where they 

were working from, allowing them to access and action items 

sooner.

Employee Engagement

During the pandemic we found new ways to maintain the 

valuable connections between colleagues and teams.  

A special initiative by one of our employees was to issue 

The Paragon Summer Magazine; a full-colour, personalised 

magazine with interviews of colleagues, information on our 

business activities, recipes, and exciting information about 

the various locations. 

We believe that it is important for our employees to take 

charge of their own development. In this regard they are given 

the opportunity to broaden their knowledge through courses 

and training. 

New Hires

PCC Netherlands & Belgium welcomed several new 

colleagues, including Pieter de Ruijter, who is responsible for 

all commercial activities in the Netherlands & Belgium, with a 

strong focus on growth. 

How our multichannel communication 
platform is helping OTTO 

Otto Group is one of the largest home shopping 

organisations worldwide, with approximately €10 billion 

in online income. The online shop contains over 300,000 

articles, from fashion to multimedia and living, and in 

the Netherlands it distributes approximately 8-9 million 

parcels per year.

PCC supports OTTO in the implementation of customer 

communication. OTTO integrated their complete 

customer communications into Paragon’s multichannel 

communication platform, whereby OTTO can create and 

adjust documents itself. Service communication has now 

shifted from physical to e-mail communication. OTTO 

has also linked an online archive, which is connected to 

the secure online ‘My OTTO’ environment. Here, both the 

customer and customer service can find documents. This 
gives customers more control and means they do not 

have to call the customer service if, for example, they have 

lost an invoice e-mail. If they do call customer service, 

OTTO employees are better equipped to help customers.

This approach has saved OTTO a lot of time and money 

whilst putting them in control. Customers are also more 

satisfied.

Case Study
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Altares Dun & Bradstreet:  
Data is their business 

The Altares Dun & Bradstreet (Altares D&B) database, with 
business information on 300 million companies, is an 

inexhaustible source of valuable data. They called in BPO 

services from Paragon to collect this data.

Together with Altares D&B, we are constantly looking for 

possible optimisations of the business processes. As a 

result, we have developed solutions and applications that 

support and improve current processes. 

These optimisations have improved the quality of the 
processes and reduced costs and lead times. Numerous 

manual activities have been converted into (partially) 
automated processes. This saves Altares D&B time, 

manpower and costs.

Case Study
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Paragon ID

Paragon ID (PID) uses contactless Radio Frequency Identification (RFID) and 

other technologies to power solutions for its clients in four distinct markets – 

Smart Cities & Mass Transit, Track & Trace, Payment, and e-ID.

PID creates components which are integrated into smart 

cards and tickets and provides digital mobile ticketing 

platforms for public transport. It designs, manufactures, 

and supplies RFID tags and develops middleware platforms 

for tracking products and equipment. The company 
manufactures credit, debit and gift cards, and licenses unique 
contactless technologies in the payment sector. 

In the electronic identity world, PID is recognised for the 

performance and durability of its silver ink RFID technology, 

which is used in the passports of more than twenty countries. 

PID is listed on Euronext Paris, with the majority of its shares 

held by Paragon Group.

Revenue

Paragon ID posted revenues of €81 million for the twelve 

months ending 30 June 2021, registering a decline of 27% 
on a like-for-like basis and at constant exchange rates. The 

greatest decreases during the year were in Smart Cities 

& Mass Transit and e-ID, where sales declined by 50% 

due to COVID-19 and its associated lockdowns and travel 

restrictions. Track & Trace remained stable over the course of 

the year whilst Payment increased strongly, in part because 

of the consolidation of Thames Card Technology for a full 

twelve-month period. Geographically, all regions reported 

significant declines, with the US business – exclusively 
comprising activities in Mass Transit and e-ID – shrinking 
by 60%. Overall, PID lost revenues of around €50 million 

compared to its proforma situation prior to the pandemic.

Cost Management Measures

Aggressive cost management measures were put in place 

across PID. All factories remained open throughout 2020/21, 
continuing to fulfil customers’ orders. All possible safety 
measures were taken to minimise chances of infection in the 

workplace. 

Dialogue and communication with employees and their 

representatives were critical during the year. PID negotiated 

long-term arrangements, whereby employees could be put 
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“Dialogue and 

communication 
with employees 

and their 
representatives 

were critical during 
the year.”

1. EBITDA is defined in Note 2(s) on page 126.
2. Underlying EBITDA is defined in Note 2(s) on page 126.
3. Proforma sales and EBITDA is defined in Note 2(s) on page 126.
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on government-supported furlough for up to 40% of their 

time when activity was low. Because of this, the number of 

economic redundancies was kept to a minimum. Despite 

these measures, however, overall headcount decreased from 

around 750 to less than 500 full-time employees during the 

fiscal year.

Fiscal Year Review

PID accelerated the digital transformation of its activities 

during the fiscal year, pivoting from sectors heavily impacted 
by COVID-19 into sectors using the latest contactless 

technology to combat the pandemic.

Mass Transit continued to build on the combined expertise 

of the PID and airweb SAS teams to deliver mobile ticketing, 

customer solutions, contactless payment on buses and 

trams, and e-boutiques. These solutions enabled travellers 
to purchase, print and validate their own tickets without 

ever engaging in physical exchanges with bus drivers or 

inspectors. PID increased its shareholding in airweb SAS to 

80% in November 2020.

In Track & Trace, supply chain optimisation, online shopping, 

and automated checkouts in stores created a new market 

for tens of billions of RFID inlays. To position itself in this 

market, PID invested in new equipment in 2020/21. PID built 
upon its certification as an approved supplier of UHF inlays 
to the retail sector and concluded several supply agreements 

and partnerships in this domain, where the adoption of 

the Internet of Things (IoT), notably UHF RFID, has been 
accelerated due to the pandemic. 

RFID Discovery expanded its market-leading position in the 

tracking of equipment in the UK’s National Health Service, 
where Real-Time Location Systems (RTLS) for ventilators and 
other equipment literally became a question of life and death. 
RFID Discovery’s teams developed additional functionality 

and progressed its strategy to bring a cloud-based, scalable 

RTLS to market. This was accelerated by the acquisition of a 
controlling interest in Apitrak SAS.

In the Payment sector, Amatech’s licensing revenues 

underpinned our profitability. Thames Card Technology 
performed strongly throughout the year, particularly in the 

loyalty and gift card markets. We expect to commence 

manufacturing of PID’s own range of advanced metal cards, 

and certification of our ranges shortly. 

Strategy & Positioning – Four Areas  
of Activity 

Smart Cities & Mass Transit: Enabling the safe 
movement of citizens 

PID is a world leader 

in providing ticketing 

and access solutions in 

Smart Cities, particularly 

for Mass Transit 

systems. PID is the only 

international player in 

this domain to manufacture and supply ticketing in all media, 

including magnetic tickets (NYC), RFID tickets (Amsterdam, 
Miami), RFID smart cards (London, Paris, San Francisco), 
payment cards (Bordeaux, Menton), and digital ticketing on 
mobile phones (Quebec, Nice, etc.).

PID’s strategy is to support clients in their adoption of the 

most modern and secure access control solutions, and it 

is increasingly providing account-based ticketing (ABT) IT 
platforms to transportation operators of all sizes.

In the Smart City domain, we currently maintain strategic 

partnerships with Ingenico for card readers and validators, 

Wizway for the provision of mobile ticketing solutions to large 

cities in Europe, and NXP Mifare, Infineon and ST Micro for 
chip manufacturing.Throughout the fiscal year, COVID-19 
related lockdowns and fears of infection in densely populated 

environments continued to have a severe impact on the Mass 

Transit business. Revenues from Smart Cities & Mass Transit 

activities declined by 51%, from €55 million to €27 million.

As cities and urban transport operators sought ways to 

minimise the risk of infection within their networks, the 

adoption of digital mobile ticketing and other contactless 

solutions developed rapidly. airweb SAS tripled the number 

of agencies and cities using its solution. In addition, PID’s 

Open ABT solutions were successfully rolled out in Bordeaux, 

Menton and Pau in France, and the first international 
deployments are in progress. 

These activities will create highly profitable streams of 
recurring revenue from long-term contracts and are a high 

priority for investment in the company. Recent recruits to 

promote these activities across PID’s networks include Mike 

Lambrou in the UK, and Bruno Pineiro in Spain.
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Account-based ticketing platform enables deployment of Tap and Pay contactless payment solution 

French public transport operator Keolis chose PID’s Open Tap and Pay solution for its Zest bus 

networks in Menton in the South of France and in the French Riviera.

PID’s Tap and Pay Solution: 

PID’s account-based ticketing platform manages the creation of a customer account and 

facilitates instant payments when a card is presented to the validator. The P One validator was 

developed specifically for the public transport sector, in partnership with Worldline Ingenico. 
It allows passengers to pay for their tickets quickly and conveniently. The onboard operations 
support system (OSS) permits the passenger’s bank card to be validated immediately, 
allowing for travel across all network lines during their trip. The P One validator and Tap and 

Pay solution complements PID and airweb SAS’s mobile and internet sales channels.  

This project marks the first implementation of this solution. 

Benefits for Keolis and Zest Users 

•	� Open Tap and Pay provides a contactless payment solution, which has become critical as 

a direct response to the current health crisis.

•	� It facilitates access to the network for occasional travellers who prefer not to purchase 

specific smart cards or tickets.

•	� Deployment of this solution allows the implementation of a new sales channel without 

disrupting the network’s existing processes.

•	� The solution gives network operators real-time access to detailed travel statistics, offering 

valuable insight into the customer journey. 

What the client says

Sylvain Jacquemot, Marketing and Sales Manager of Keolis Menton Riviera

“Deployment of contactless payment forms part of the dynamic modernisation of the Zest 

network initiated by the local public authority and is part of our public service delegation.  

It represents a big step towards innovation and the digitalisation of our services.”

Frédéric Gilli, Director of Keolis Menton Riviera

“This solution, which complements physical sales and is 100% digital, allows occasional 
customers to pay for travel, particularly in tourist areas. With the success of the online shop 

and the Zest ticket application already deployed by Paragon ID, we have every confidence in 
the success of this project.”

Case Study

PID
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New Direct Die Attachment  
Inlay Machine  

PID recently procured a new production line to 

manufacture RFID inlays for the retail and aviation 

sectors.

Using direct die attachment technology, the Direct Chip 

Attach DDA 40000-P can apply more than 40,000 chips 

per hour.

Benefits of the new setup include reduced setup time, 
increased production speed and higher throughput. In 

addition, it boasts outstanding quality and reliability. 

The introduction of this production line facilitates PID’s 

migration to more sustainable inlay production without 

sacrificing flexibility or speed, as it can apply up to 280 
million chips per year using more environmentally friendly 

substrates. 

The addition of the DDA 40000-P, along with the upgrade 

of existing equipment, will double PID’s RFID inlay 
manufacturing capacity in Europe.

Case StudyTrack & Trace: From Product 
Identification to Real-time Locating 
Systems (RTLS)

The registration and tracking of products and materials have 

been part of PID’s business since its inception. Activities 

in this area comprise the design and printing of industrial 

labels, particularly in the automotive industry, the integration 

of secure elements in products to protect brands against 

counterfeiting, the design and manufacture of RFID inlays 

and tags to manage stock and prevent theft, and the 

integration of complete solutions to manage the movement 

of equipment in complex environments. 

Tracking and tracing of objects is one of the fastest-growing 

applications of ID technology. The increasing adoption of UHF 

RFID in the retail sector is boosting uptake of the technology 

in the management of supply chains and in the protection of 

goods against theft and counterfeiting. Integration of these 

RFID elements during the manufacturing process and at the 

earliest possible stages in the supply chain is making the IoT 

a long-awaited reality.

PID is currently one of a handful of companies worldwide who 

are certified to produce UHF tags for the US retail market. 
Following certification and successful audits and approvals, 
PID supplies some of the largest companies serving the 

US retail market. In July 2021, PID invested in increasing 
the industrial capacity at its factory in Argent-sur-Sauldre in 

France, becoming the only European company capable of 

producing substantial volumes (billions) of UHF tags. 

PID
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Real-Time Location Systems (RTLS) at  
French harbours

Cornouaille in Brittany is home to France’s largest fresh fish markets – with nearly 49,000 
tons of fish sold in 2019, it represents approximately 21% of the French fishing industry. 

Six of the seven ports in Cornouaille host fish auctions, which are managed by the West 
Brittany Chamber of Commerce and Industry (CCIMBO). The CCIMBO is responsible, among 
other things, for providing, sorting, washing, storing, and transporting the trays carrying the 

fish. Tracking these trays from boat to market to sale is mission critical to the functioning of 
the ports.

In mid-2020, the CCIMBO sought an RFID-based solution to optimise and secure the flow 
of fish trays. In addition to ensuring smooth processes, the objective was to reduce the loss 
of trays at market. Prior to deployment of the new system, almost one third of trays went 

missing each year.

CCIMBO awarded the contract to PID at the end of 2020. Using a combined team of experts 

from RFID Discovery (UK) and Apitrak SAS (France), a track & trace and geolocation solution 
was developed and deployed between January and July 2021. The solution included the 
supply of fixed and portable RFID readers and business software, as well as an app enabling 
the CCIMBO to not only monitor and control the flow of reusable bins, but also to gain 
additional information on the traceability of the fish by batch and species from the boat to 
the consumer.

The solution is now operational across the six Cornouaille fish markets, with more than 
50,000 trays being tracked by the system. The CCIMBO and PID teams continue to work 

together to improve user information and ensure the sustainability of the solution over time. 

What the client says

Christophe Hamel, Director of Cornouaille’s Fish Markets

“Paragon ID’s expertise in RFID and its agility in adapting its solutions to a hostile 

environment allowed us to succeed in this project, which represents a technological, 

logistical and environmental breakthrough in the management processes of containers 

and of the fresh fish business. Four months after deployment, the results are very 
satisfying: the containers are returned and in much shorter times. The middleware 
solution provides access to the real-time information required by our teams. Having 

succeeded in deploying a standardised solution across six fish markets, there is an 
opportunity to expand the breadth of the project, notably to regional level.”

Case Study
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The International Air Transport Association (IATA) has selected 
UHF RFID for the tracking of checked-in baggage. Under IATA 

Resolution 753, this technology will be adopted universally 

by airlines, airports, and service companies to improve and 

optimise the flow of billions of pieces of luggage each year. PID 
has been designated by Air France to manufacture and supply 

its RFID baggage tags.

On 1 July 2021, PID concluded the acquisition of Security 
Label GmbH, one of the world’s largest providers of baggage 

tags to airlines. The progressive return of aviation trafÏc 
to pre COVID-19 levels, coupled with the adoption of RFID 

technology in baggage tags, should provide an opportunity 

for strong organic growth in the coming years. 

At the same time, RFID technology is being adopted in medical 

and industrial environments as one of the technologies of 

choice for tracking mission-critical equipment and devices in 
real time. The acquisition of RFID Discovery in the UK in 2018 
provided PID with the middleware platforms to position itself 

as a leading provider of Real-Time Location Systems (RTLS). 

In 2020/2021 RFID Discovery consolidated its position as the 
main supplier of RTLS within the NHS.

In May 2021, PID acquired a controlling interest in French 
technology start-up Apitrak SAS. While RFID Discovery 

was initially built as a client-server middleware platform for 

tracking equipment in the UK’s hospitals, Apitrak SAS was 
created as a cloud-hosted solution for similar applications 

across hospitals in France. The acquisition of Apitrak SAS has 
accelerated RFID Discovery’s evolution to a cloud-based SaaS 

platform which can be deployed globally.

Overall, the Track & Trace businesses grew slightly during 

2020/21, delivering total revenues of €27.5 million. Industrial 
labelling and other track and trace products fluctuated in 
direct proportion to economic activity. At the same time, 

growth in RFID Discovery boosted the Track & Trace business, 

especially within the healthcare sector.

Payment

PID’s involvement in the Payment sector began in 2018 with 

the acquisition of AmaTech, an Irish company specialising 
in contactless technology in high-end payment cards 

made of metal and other materials. In 2019, PID acquired 
Thames Card Technology and the secure EMV-approved 

manufacturing facilities to manufacture its own metal 

payment cards using AmaTech technology.

Eden Range: Portfolio of environmentally-friendly products

PID
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Revive Restore Regenerate Turn the Tide Wood Paper board

•	� Recycled PVC

•	� Obtained from 
industrial waste

•	� Suitable for bank cards 
and retail

•	� Recycled PETG

•	� Obtained from 
industrial waste

•	� Suitable for bank cards 
and retail

•	� Recycled PVC

•	� With a degradable PVC 
centre and cover

•	� Suitable for bank cards 
and retail

•	� Made from  
cherry wood

•	� Chemical free 
production

•	� Certified by Mastercard

•	� Suitable for bank cards 
and retail

•	� Plastic from oceans

•	� Collected from coastal 
communities at risk

•	� Superior finish

•	� 100% recyclable & 
biodegradable

•	� Responsible 
manufacturing

•	� Fossil-fuel free 
production



In 2020/21, the Payment division increased its revenues by 
69% from €13.8 million to €23.3 million, two-thirds of which 

was due to the consolidation of Thames Card Technology. 

However, growth in cards for the financial industry was lower 
than foreseen, as some banks postponed the launch of new 

cards.

PID will enjoy the benefit of additional, recurring revenue 
streams once the new licensees produce significant volumes 
of cards.

In June 2021, Thames Card Technology took possession 
of a new HP 35000 digital press, which can expertly print 

on multiple media. Thames Technology also launched its 

Eden range, a catalogue of environmentally friendly payment 

cards made from wood, metal, or recycled material. These 

have proven to be extremely popular with customers and 

demonstrate PID’s determination to reduce any potentially 

negative impacts on the environment.

e-ID

PID supplies the key electronic components for passports, 

identity cards and e-licences to federal and state 

governments across the world. Its unique inlays, printed 
in silver ink, are recognised for their longevity, readability, 

durability, and recyclability. 

In 2021, as border closures increasingly became the norm 

and demand for these components slowed, e-ID production 

declined drastically. Revenues dropped from €11.8 million 

to €6.1 million over the course of the year, having already 

suffered in 2019/20. As Borders reopen and international 
travel resumes, demand is now picking up.

Despite various challenges, PID’s R&D teams continued 

to develop new products in the e-ID space during 2021, 

notably in the development of RFID inlays embedded 

in polycarbonate material. These products can be 

commercialised as data pages inside passports, or as single 

unit identity cards. 

Sustainability in PID

The Sustainability section in the report covers the impressive 

range of Sustainability initiatives that Paragon has carried out 

in the last year. Special mention goes to the PID business in 

France which has now achieved ‘Platinum’ status on  

the Ecovadis Sustainability Rating, which places them in the 

top 1% of over 75,000 companies across 200 industries in 

more than 160 countries.

Looking to the Future

PID is transforming from a company formerly focussed on 

commoditised media and components, to one which sells 

high-margin products and services into fast-growing markets. 

Our products and services have high barriers to entry, contain 

strong service components, and are fundamentally green in 

nature.

Investment to achieve our current position has been 

significant, with our key initiatives relying on intellectual 
property, industrial expertise, certification, scale, and 
software platforms. PID is now looking forward to sustainable 

and profitable growth while delivering double-digit EBITDA 
margins. 

Challenges caused by the pandemic resulted in increased 

consolidation in various sectors and PID is now positioned 

as a high-quality partner across all domains, allowing it to 
defend its pricing and margins. At the same time, the work 

done to minimise fixed costs will deliver operational leverage 
as volumes of business return. 

The progressive return to normal mass transit activity should 

drive growth in tickets and cards, while the reopening of 

borders and flight routes is already creating strong demand 
for passport inlays and polycarbonate identity cards. 

The certifications obtained by PID for its sites and its 
products add to its status as a partner of choice for clients 

requiring large volumes of RFID inlays. With its recent 
investments in state-of-the-art equipment, PID can support 
clients who are looking to adopt RFID to help them realise 

the IoT. While the current shortage of electronic components 

may dampen immediate growth, medium- and long-term 

prospects are positive.

In Mass Transit, airweb SAS’s mobile ticketing offer continues 

to grow rapidly, while PID’s ABT platform is also enjoying 

strong market interest. These contactless solutions allow 
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customers to minimise the risk of infection within their 

networks while providing true ease of use. For PID, these 

solutions are commercialised on a Platform as a Service 

(PaaS) basis, creating strong, profitable recurring revenues 
that continue to grow with progressive adoption.

The PaaS model is also utilised in the sale of RTLS in medical 

and industrial environments. RFID Discovery and Apitrak SAS 

is expected to follow the same pattern of growth in profitable 
recurring revenues. Completion of the new cloud-based 

Discovery platform should open these activities to potential 

global scaling.

Finally, the manufacture of PID’s own catalogue of speciality 

payment cards at the Thames Card Technology factory will 

further drive growth in Payment. Demand for these cards 

remains strong, as does the pricing and margins achieved.

“PID is currently one of a 
handful of companies worldwide 
who are certified to produce 
UHF tags for the US  
retail market.”
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Paragon Graphic 
Services

Everything Print & Design 

Creating Visual Experiences 
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Paragon Graphic Services

Paragon Graphic Services (PGS) provides digital print solutions to a wide 

range of customers across multiple industries and business sectors.  

In addition, it has a high street presence, providing a one-stop shop  
for print needs.

PGS provides these end-to-end print solutions across Europe 

through individual branded businesses. In the UK, we have 

Service Graphics Display and ServiceGraphics Print & Design, 

while Allkopi is a well-known brand in Norway. In Spain, we 

have FMI Service Point, with FleQs in the Netherlands.

Our companies are built on a foundation of strong customer 

relationships and excellent customer service, supported by 

ongoing investments in production equipment and facilities 
to ensure the highest quality products and services. We 
are building our digital skillset and competencies to ensure 

we provide our customers with effective and efÏcient print 
solutions that add value to their businesses and brands.

Our vision is to provide print, design, and production solutions 

efÏciently and effectively for, and with, our customers. This 
is achieved in several ways, including the wide geographical 

spread of our branches, the provision of solution-oriented 

design and creative support, high quality production, and end-
to-end solutions, from creative design to implementation.

At PGS we offer a range of core solutions. In addition to taking 

care of everyday print needs through our branch network, 

we also offer creative studios and production, ecommerce 

platform solutions, and marketing activation design, support, 

and implementation. 

Our business services include printing, scanning, mailing, 

digital storage, and secure document services. In addition, 

we handle the planning, design, printing, preparation, and 

installation of large format displays, point of sale materials, 

and event and exhibition resources.  

We are the market leader in the UK for display solutions. We 

enhance our customers’ and clients’ branding and positioning 

in the marketplace. We work across multiple verticals, 

including retail, construction, sport, finance and legal, and our 
strong geographical presence ensures our customers receive 

the communication, service, and follow-up they require.

The division has continued its path of improvement and 

growth over the last year. It has been a year of managing the 

pandemic and supporting our customers and staff while 

being proactive about enhancing and improving our business 

in key areas. The integration of key acquisitions continued 
during the year, and we have seen the positive contribution 

these businesses have had on our strategy and operational 

performance. This has taken place alongside the necessary 

realignment of our resources to ensure we managed the 

reduction in customer activity and economic buoyancy over 

the past year. 

The division continued to invest in its operations and 

during the year we installed key machinery at our facility 

in Chippenham improving capacity and efÏciency at the 
production facility. We have also invested in large format 

production capabilities at our Allkopi facility in Oslo, Norway.

While we continue to focus on our brands across the different 

markets, which align with local markets and customer needs, 

we continue to drive a great brand-focussed marketing 

presence in each geography with a deepening focus across 

social media, web presence and physical marketing activity.

printed paper products
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An Improved Focus on Sustainability 
and Technology 

The world is facing rapid environmental and societal change, 

and it is vital that we develop business strategies that 

embrace the growth potential this will bring.

Sustainability provides solid governance and is crucial to the 

growth of our business. PGS is part of a global business with 

global impacts. We have a responsibility not only to build a 

sustainable business, but also to contribute to a sustainable 

economy and environment.

We are also a vital part of our clients’ supply chain. They trust 

us to support their sustainability obligations, and we are 

committed to providing a holistic view of the sustainability 

footprint over the lifecycle of our products and services.

We provide clients with a complete range of solutions across 

the printing process. We streamline the design and delivery 

of marketing and work with leading-edge print, mail, and 

digital technologies. This allows us to support our clients with 

meaningful communications and marketing materials while 

minimising their environmental footprint.

Key Trends and Messages 

Sustainability is not a short-term market trend; it has been 

a business cornerstone for many years. What has changed, 

however, is consumer behaviour. Today, consumers 

increasingly understand that their buying power has influence 
and are using their choice of brand to have a positive impact. 

As a result, the demand for sustainable products and services 

has risen sharply, affecting all sectors, including construction, 

education, retail, and finance. This means all companies must 

Crystal Palace Football Club 

Service Graphics Print & Design completed a full stadium signage re-brand 

for Crystal Palace Football Club in August 2021.

Due to a new stadium sponsor being secured for Premier League football 

club Crystal Palace, the existing stadium signage previously installed by 

Service Graphics Print & Design needed to be removed and replaced with 

the 2021/22 seasons sponsor FaceBank branding. This included both stands behind the goal 
and another stand the length of the pitch needing a combination of PVC banner, PVC mesh, 

di-bond and foamex panels.

The Premier League opening game of the season was a critical deadline, as was the instruction 

that pitch access was not available. Therefore, the only option was an abseil installation over 

the top of the Arthur Wait Stand.

National Sales Director Matt Smith project managed the whole process, utilising Service 

Graphics Display at Taunton and Skelmersdale for production and Blade Rigg for the 

installation. 

What Did the Customer Say

“The Service Graphics Display teams provided everything that we needed from them to  

the highest standard of quality, with everything arriving at Selhurst Park exactly  

as needed. Equally the installation went according to plan, via the abseil team, when we 

were always under the watchful eyes of the stadium staff and groundkeepers”
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MER 

More than 50% of new cars sold in Norway are electric, and Grønn Kontakt (Green 
Connection) is one success story in the country’s ever-growing electric car market. In early 
2020, Grønn Kontakt was acquired by energy company Statkraft and was renamed Mer 
(More). This resulted in a need for rebranding. Grønn Kontakt/Mer was already a customer, as 
Allkopi NetPrint had previously assisted the company with artwork for new chargers. 

The Challenge

Grønn Kontakt/Mer selected Allkopi NetPrint as its partner for the re-branding project. The 
team faced a challenging task as they had to rebrand a range of 1,200 chargers spread across 

380 locations. Of these, 260 were bus-shelter types, with various design elements that needed 

updating. The team only had 6 to 7 months to complete the rebranding project, a period which 

coincided with the extreme Norwegian winter and during a global pandemic. 

Getting it Done

A project team was assembled at Allkopi NetPrint Lørenskog to study challenges, identify 

pitfalls, and find solutions. All meetings were conducted online until the project was approved 
and the contract signed. 

The project was divided into three main phases: testing/product sign off, production, and 
application/delivery using a specialist partner. The customer was kept abreast of progress 
throughout. 

In total, more than 4,000m2 of vinyl décor was produced, cut to size, and applied. The project 

was delivered on time thanks to a dedicated project team, and the customer was satisfied.

What Did the Customer Say

 

Monique Berntsen, Marketing Manager at Mer

“Mer is extremely happy with Allkopi NetPrint’s expertise and follow-up throughout this 

project – from the tender phase to the production of materials, rollout, and completion.  

We are impressed with Allkopi NetPrint’s quality, exemplary cooperation, and  

communication with all those involved.”
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make genuine efforts to become sustainable and be honest 

and transparent about their achievements. 

The Benefits of Sustainability 

Increasing public awareness of climate change as an 

environmental and social issue means that most consumers 

prefer to give their custom to sustainable businesses. As a 

trusted partner to some of the world’s leading organisations, 

including many financial services providers, PGS has an 
ongoing responsibility to build a sustainable business and to 

contribute to a sustainable economy and planet by supporting 

clients in offsetting their environmental and social impacts. 

An example of such a solution is our Flexible PVC-Free range, 

we have a huge selection of options which can function the 

same as PVC, but with none of the impact on our planet. 

Enhanced Technology

When it comes to technology, PGS is at the forefront of 

investment and technology evolution, as we consistently 

monitor the market to enhance the solutions we offer our 

customers.

Our Digital Specialists transform environments with digital 

signage and interactive experiences that engage audiences, 

provide valuable data, and connect brands with customers.

The Paragon Graphic Services “Green Sample Guide” is 
the result of years of research to create a collection of 

environmentally friendly materials that are recyclable and can 

be used to replace harmful products, without compromising 

on quality. By switching to materials like polypropylene our 
clients are now making savings and looking after their planet. 

We provide a full end-to-end solution; evaluating audience 

and customer environments, identifying and overcoming 

technical challenges, and working with the customer to 

create content that can be deployed quickly and easily. Our 
cloud-based platform offers complete control of the any 

campaign and can deploy to multiple locations and screens 

or drill down to deploy at an individual screen level. Whether 

the customer requires digital signage at a single location or 
a multi-site nationwide rollout, we take care of everything, 

ensuring the technology delivers what is required.

Parallel to investing in our customer solutions, there are 

ongoing investment programmes in our production facilities, 

ensuring we have the most effective and efÏcient equipment 
to provide our customers and clients with optimal solutions. 

White and Case LLP - Litigation Print/
Data Management request 

Service Graphics legal team swiftly set up a secure FTP 

site for a large volume of sensitive data to be uploaded 

by the client. During our review we ran the documents 

through our batch sorting /printing software to establish 
bookmarks, tabs, page count, percentage colour and if 

the files contained any errors. The full bundle consisted 
of over 30,000 pages, 97% of this was made up of colour 

printing and over 1,000 dividers. 

With our experienced staff and high volume/capacity 
machines, we were able to print, QC and complete the 

order ahead of time and exceed the clients expectations. 

Good communication was the key for this order to ensure 

partners and counsel were kept up to speed on bundle 

progress and ETA’s.
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Outstanding Client Wins and  
Notable Projects

During the year, we got to work with our clients on some 

amazing project. Below is a sample of the vast diversity  

of work we completed.

UEFA – giant pitch banners for the 2021 European 
Championships – Summer 2021

Burberry – New Bond Street illuminated façade  
– November 2021

Scottish Power – strategic branding for COP26  
– November 2021

The Design Museum – Waste Age Exhibition eco 
graphics and signage – October 2021

Chelsea Football Club – new champions museum – 
September 2021

Crystal Palace – stadium branding project – August 2021

Nottingham Castle – permanent visitor experience way-
finding and signage project – April 2021

Next – nationwide in-store marketing and branding  
– March 2021

Battersea Power Station – 2 km perimeter hoarding 
overlay – September 2021

Game of Thrones Tour Belfast – set works, signage, 

theme graphics - November 2021

PGS
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National Running Show 21 – full-service event product 
and delivery - September 2021

SEGRO – portfolio way-finding and sustainability project  
– July 2021

I’m a Celebrity... Get Me Out of Here! – set works and 
graphic production – April 2021

Qatar Olympic and Sports Museum – major exhibit 
works 2021/22 - November 2021

Brentford Football Club – new stadium branding project  
– May 2021

Brunnel Street Works - site perimeter graphics 

 - January 2021

250 City Road, London - site perimeter graphics  

- May 2021

PGS
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“Our vision is 
to provide print, 

design & production 
solutions efÏciently 

and effectively 
for, and with, our 

customers.”
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Case Study

Burberry - External overlay of their flagship London store 

The Challenge

Once the concept drawing and prototyping of the vacuum formed moulds had achieved 

client sign-off, we needed to quickly and effectively co-ordinate our works with all 
stakeholders with a window to complete all works in time for the Christmas season.

Having created all the working drawings to bring the agreed concepts to life, engagement 

with our supply chain was critical to ensure all timings and quality was achieved on this 
high profile site.

Sustainability was a major consideration on this project, creating a solution that was 

ultimately low in impact, reusable and or recyclable.

Health & safety compliance, accuracy, quality, and co-ordination with all stakeholders 
were fundamental to the delivery of a first-class project.

The Solution

Our expertise and material knowledge were used to the full on this project to technically 

design a complex and unique hoarding facade to cover the front of the Burberry building 
on New Bond Street.

Inspired by Burberry, this stunning façade had to complement the iconic Lola handbag 
design through its shape and form, whilst the illumination detail sought to bring the 

façade to life at night and to maximum effect.

Sustainability too was achieved primarily through the specification of a thermoplastic 
polyester materials for the panels that provided excellent vacuum formability for 

manufacturing and the ability to recycle post use. Reusable and low energy LED lights 

completed the package.
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Paragon OfÏce Services
OfÏceTeam (OT) Group 

OT Group comprises OfÏceTeam, OT Wholesale, ZenOfÏce, 
MPS, OfÏce Depot and Spicers with operations in the UK  
and Ireland.

Realigning the Business

The past 18 months has been one of OT Group’s most 

significant periods as we had to adapt to meet unexpected 
challenges. OT Group has successfully repositioned, with 

an adjusted proposition that better serves customers who 

themselves continue to adapt to long-term changes in 

working practices.

Through a strong focus on cash management and 

investment in the cost base, OT Group’s realignment has 

driven stability. Our core value proposition mirrors the revision 

of internal working practices, which now present enhanced 

agility. We also introduced additional strategic products and 

services to ensure customers have everything they need to 

operate effectively. 

A Focus on Growth

OT Group’s focus is on growth, and the successful and 

significant acquisition of OfÏce Depot’s contract business in 
the UK and Ireland supports our vision of being a €350 million 

company by 2025. 

The acquisition of OfÏce Depot adds wealth of experience 
and knowledge to OT Group’s extended range of workplace 

solutions and business services. In addition, leveraging 

the strength of the Paragon Group along with key strategic 

partnerships, we now have a clear differentiated position in 

what remains a crowded market.

Enhancing the Customer Experience

OT Group’s ongoing investment in technology highlights 

the core developments made to continually strengthen the 

experience and satisfaction levels of even the largest and 

most complex of customers. 

We have invested significantly in SmartPad, our intuitive 
e-commerce engine, and the functionality of the most 

recently launched version has been engineered to ensure the 

procurement technology works even harder for customers’ 

businesses. 

All enhancements reflect marketplace insights and customer 
feedback captured by the digital team. From seemingly minor 

developments such as user-defined self-service logins for 
homeworkers, through to major new business intelligence 

capabilities, everything centres on delivering technology that 

demonstrably supercharges supply chain efÏciencies and 
effectiveness.

Wider Investments

OT Group acquired an advanced distribution hub in Ashton-
under-Lyne this year, with new technologies already 

introduced to further streamline systems and operating 

functions. 

Our partnership with Menzies, the UK’s only national, time-

critical logistics specialist, completes our comprehensive 

distribution network and provides customers with a greater 

degree of flexibility and control. Choices now include desktop 
delivery, specific floor drop-offs, pallet services, and night 
drops, all with integrated track and trace features. In addition, 

we boast a robust carbon-friendly solution thanks to a large 

electric fleet.
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“Delivering 
everything 

customers need to 
operate effectively, 

so they can focus 
on driving their 
core business 

operations.”
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OT Group’s digital team plugs the procurement tech gap 

Three years ago, OT 

Group’s industry analysis 

highlighted a market 

gap within the supply 

chain sector. Although 

digital transformation 

was happening at pace throughout various industries, there 

was not a platform that truly satisfied the needs of modern 
procurement teams. 

We embarked on an ambitious vision, forming a strong digital 

team, and investing a substantial sum into the development 

of a new, purpose-built B2B ecommerce engine of our own.

The resulting tool – SmartPad – provides intuitive, user-
friendly features designed to cut costs, reduce manual orders, 

and eliminate purchase errors. The platform also contains the 

budgetary controls, spend visibility, and business intelligence 

required for wider, senior procurement stakeholders. 
Consequently, this achieves organisational efÏciencies and 

financial control through standardised processes, guided 
buying, and more strategic procurement.

Its agility was proven during the pandemic when OT Group 

launched a suite of secure homeworker features, at pace, 

to support customers struggling to adapt to lockdown 

constraints. A complementary subscription service was  

also unveiled.

SmartPad is used by more than 100,000 users in SMEs and 

enterprise organisations and connects customers to over 

100,000 products. Features include custom print solutions, 

configurable furniture ordering, repeat deliveries, products 
chosen specifically for their CSR credentials, advanced BI 
for more dynamic reporting, user-defined logins for the 
increasingly flexible workforce, and marketplace price 
benchmarking. It is also customisable to suit even the most 

complex of procurement frameworks and work is already 

underway to pursue the next phase, which will include multi-

currencies support. 
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OT Wholesale 

With OT Group’s new investment plan in place, we launched 

our wholesale division, OT Wholesale, in May 2020. 

Our proposition was simple; providing our customers with 

access to over 10,000 on-the-shelf product lines, the ability 

to supply our signature 5 Star™ product range, and a next-day 

delivery service direct to customers.

By taking a proactive approach to service and providing 

a centralised pricing model that enables us to remain 

competitive in the market, the business has seen rapid 

growth within the last 18 months and now boasts over 1,000 

customers.

OfÏce Services Ireland

The past year saw our traditional wholesale business within 

Ireland extend into the reseller market with the acquisition of 
OfÏce Depot Ireland. 

Spicers Ireland, which supplies over 200 dealers with ofÏce 
products; and OfÏce Depot Ireland, which supplies over 100 
key account customers with general ofÏce supplies, print and 
furniture, were restructured under the umbrella brand of OTGI 

[OT Group Ireland] in June 2020. While both entities continue 
to operate independently of each other, Spicers Ireland 

and OfÏce Depot are both serviced out of our upgraded 
Citywest facility. This enables us to provide a more efÏcient 
and improved service to our wholesale and newly acquired 
contract customers.

Our Citywest facility has seen significant investment, with 
extensive work carried out earlier in the year including a 

complete re-racking of the warehouse and the introduction 

of narrow aisle technology. This change in layout provides 

the business with the capacity to expand its pallet space 

requirement in line with future growth plans.

Spicers Ireland

Spicers Ireland supply the wholesale channel in Ireland. 

Based in the Citywest Business Campus, we are 5 minutes 

from the main motorway heading both North and South. 

The facility itself is 9,300 sq m including a trade counter that 
enables us to provide a same day service to our customers.

Our offering includes next day delivery nationwide, a 

dedicated customer service team based in Citywest and a 

stock portfolio that is replenished 3-4 times a week from 

our main hub in Ashton-under-Lyne and by manufacturers 

supplying directly. Customers can place their orders 

electronically or by calling the customer service team, 

check stock through the online portal and receive invoices 

electronically.

OfÏce Depot Ireland

The acquisition of OfÏce Depot Ireland’s contract arm has 
enabled OT Group the opportunity to serve Irish customers, 

both in Ireland and Irish customers who extend their business 

into the UK.

Now with an established operational facility in the country, 

OfÏce Depot Ireland can fulfill customer orders directly 
from Ireland instead of exporting products to Ireland on a 

customer-by-customer basis.

The OfÏce Depot Ireland customer base brings key strengths 
in the finance and banking sector, and equally in the 
technology and manufacturing sectors with many large well-

established brands.
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OT Group a Crown Commercial 
Service’s (CCS) Tail Spend Solution 
framework supplier 

OT Group was named as one of only two suppliers on the 

Crown Commercial Service’s (CCS) Tail Spend Solution 
framework, a framework which aims to simplify the 

supply chain, consolidate deliveries, and provide complete 

financial oversight.

CCS, an executive agency of the Cabinet OfÏce, supports 
the public sector to achieve maximum commercial value 

when procuring common goods and services and in 

2020/21 it helped the public sector to achieve commercial 
benefits of €2.4 billion.

As a supplier, OT Group will provide our customised 

SmartPad solution to Government departments, allowing 

them to easily order pre-approved products in a fast, 

easy to use manner, with pre-agreed pricing to deliver 

significant value for money savings for the individual 
department and Her Majesty’s Government.

Appointment to the Tail Spend Solution framework 

(RM6202) involved a rigorous application process – 
including endorsements from some of OT Group’s key 

clients – and it is expected to contribute significantly to 
OT Group’s revenue over the next four years. 
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In addition to general ofÏce supplies, print and furniture have 
been established product areas throughout the customer 

base. The on-site integration with Paragon Group enables 

OfÏce Depot Ireland to further extend their print capabilities 
and provide a wider range of products and services to its 

customer base.

ZenOfÏce

Zen delivered a solid performance against the full year budget 

despite the tough economic climate. Zen is now very well 

positioned for a return to future growth, with robust plans in 

place to ensure we deliver against budget during the 21/22 
fiscal year. 

Everyone at Zen believes in our cause “To protect the future 
of our people, our customers, and our community”. We work 
together to build a successful business that people are proud 

to be part of - through teamwork, professionalism, and hard 

work.

Zen - Business Supplies

Our Business Supplies customer base has remained 

resilient throughout the pandemic with around 1,000 

buying customers each month. We maintain our long-held 

relationship with OT Wholesale; enabling us to provide a wide 

range of general ofÏce products to our customer base.

Zen’s sponsorship of Sale Sharks Rugby Club continues 

to pay dividends. Great account management from the 

Business Supplies team means we supply their ofÏce 
supplies, catering and janitorial products, as well as their MPS 

solution through Xerox. Recently, we grew this business by 

partnering with Service Graphics to supply stadium signage 

and we completed a significant refurbishment of their 
commercial ofÏces.

Our focus is on driving sales through digitsation and 

automation. In November 2020 we integrated Salesforce and 

Hubspot into our business to help accelerate the sales funnel.  

We continue to invest in our e-commerce platform by adding 

more product categories, and making it more intuitive and 

user friendly. 

The MPS Team

The MPS Team expanded their proposition during the 

pandemic to provide integrated and secure hybrid workplace 

solutions, adaptable to any working environment.

Our strong partnership with HP continues to grow with The 

MPS Team becoming their number one reseller for Total 

Contract Value with a growth of 79% between FY20 and FY21. 

This is a phenomenal achievement from the team.Recent 

major wins for The MPS Team include Majestic Wines, SSP, 

Network Plus and Medivet, highlighting the scale and scope 

of their digital workplace solution offering.

In November 2020, The MPS Team partnered with 

PrintReleaf, where the paper consumption data from our 

managed print service customers is automatically updated 

and converted into trees. Over the past 12 months, we have 

offset over 2 million printed pages and reforested 245 trees in 

Glendun Oak Woodland, North Antrim.

Introducing OT Group’s New  
High-Tech Distribution Centre

OT Group’s acquisition of the UK and Ireland business of OfÏce 
Depot Europe meant the company also secured a large 30,000 

sq m, automated distribution centre in Ashton-under-Lyne. 
This flagship facility is critical to our core value proposition and 
delivering our customer communications.

With the capacity to hold 18,000 pallets and more than 22,000 

products, this space considerably extends our warehousing 

capabilities. The site’s existing technologies include A-frame 

and ‘pick by light’ systems for greater efÏciency, as well as 
automated cut-to-size packaging for smarter packing and 
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Royal Warrant - Accreditation 

OfÏce Depot, part of the OT Group 
of companies, is pleased to have 

been named Royal Warrant Holders. 

This means that the company is 

granted the right to provide a range 

of products, including ofÏce furniture, 
general ofÏce supplies and business 

print services to Royal Households Buckingham Palace, 

Clarence House, Kensington Palace, Windsor Castle and 

Holyrood House.

As well as being required to reapply for a warrant every 
five years, businesses must also have first supplied 
the households of HM The Queen, HRH The Duke of 

Edinburgh or HRH The Prince of Wales with goods or 

services for a minimum of five years. OfÏce Depot UK 
has supplied the Palace for the last 21 years and is 

part of only a handful of Warrant Holders that hold two 

warrants. This is the ultimate mark of distinction for any 

organisation.. 
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waste reduction. As we work towards increasingly sustainable 

operations, the latter is an important carbon footprint reducer. 

The progressive weighing of product orders and the ability to 

identify and rectify discrepancies at source also means orders 

are fulfilled with a high level of accuracy. 

We are already planning to invest in additional warehouse 

management technologies, which will drive even greater 

operational efÏciencies and improve the speed and quality of 
OT Group’s national distribution service.

Andrea Roberts, Lindsay Downhill and Amy Lane, OT Group
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During the year we rebranded to Trenton reflecting our shift 

to sustainable packaging solutions. Trenton is based in 

Cambridgeshire, UK. The primary activity is the production 

of folding cartons for the food and beauty sector. The site is 

BRC hygiene accredited to the highest standard of AA. 

With over 100 customers ranging from blue-chip 

multinationals to local artisanal producers, the company 

prides itself on its innovative design department which 

develops award-winning packaging solutions. 

In 2021, Trenton brought multiple plastic replacement 

solutions to market, including the removal of over 100 tonnes 

of plastic from Aldi and Co-Op’s own label Easter eggs. This 

was developed in collaboration with long-time customer 

County Confectionery (part of the Orkla group) and made 
headlines in national media.

This year has been a year of growth for the business, 

underpinned by increasing demand for biodegradable paper-

based packaging solutions, and on-shoring of customer 

manufacturing from overseas. An example of this is the 

production of a premium retailers prestigious beauty advent 

calendar-a hero product for the retailer-which in previous 

years was produced in the Far East before being on-shored to 

the UK.

Since our acquisition in November 2020 by Paragon Group, 
we have made significant progress with our integration into 
the Paragon family. 

Supporting Governments 

Scytl's iVote online voting solution was recently utilised by 

Upper Hunter, an electoral district in the Australian state of 

New South Wales, during a by-election for their next Member 

of Parliament. The online voting channel was available to 

certain eligible voters, and over 2,600 ballots were cast 

through the system. Earlier this year, approximately 1.3 

million French citizens living abroad had the opportunity to 

cast their ballots online in consular elections with Scytl's 

technology. The decision to offer an online voting channel this 

year was sparked in large part by the COVID-19 pandemic. 

After online voting closed on May 26, over 176,000 online 

ballots had been cast, accounting for 85% of the total vote. 

Stepping Up with Universities 

After a handful of successful elections with Spanish 

universities in 2020, we have continued working closely 

with them throughout 2021. Our continued investment in 

this sector has paid off, with Scytl now having 50% of the 

market share for public Spanish universities. Four universities 

havejoined our growing list of customers, and many previous 

clients have pursued additional elections with us.

Sctyl's ofÏce in Barcelona.
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European Agencies & Meeting Manager 

Our Meeting Manager solution has also received increased 

interest throughout the pandemic thanks to its ability to 

streamline and secure online decision-making processes. 

Most notably, various European agencies have leveraged the 

tool for their meetings and assemblies. 

Looking Forward

In our ongoing efforts to target Ontario municipalities for 

their 2022 elections, we’ve seen our first big win with the city 
of Greater Sudbury. 2022 will be our third time supporting 

Ontario municipal elections. Also on the books is a digital 

advance voting project for the 2023 Church of Norway 

election. Our technology will make the process more 

accessible to voters and will increase turnout.

Innovation in Research & Security

Our Research & Security team has continued to drive 

innovation in the field. This year, they have been participating 
in a number of international innovation projects, with the 

H2020 projects SOTERIA and mGov4EU being two of 

the most recent. Our SVP of Research & Security, Jodi 
Puiggalí, was also invited to share Scytl’s expertise on digital 

technologies in electoral processes at a meeting held by the 

Council of Europe. Finally, we’d like to congratulate Núria 

Costa, one of our researchers, for successfully defending her 

PhD thesis this year, reafÏrming our close relationship with 
academic research.

New Website and Digital Campaigns

Earlier this year we launched our new responsive corporate 

website with more than 400 pages in 4 languages and more 

than 80 new pieces of marketing collateral, product sheets 

and success cases revamped with our new look and feel. 

The improvements made will help streamline and support 

our lead generation processes. In the same vein, we have 

also begun a series of digital campaigns to boost trafÏc and 
interest. 

New OfÏce Space

Finally, we have ofÏcially moved into our new brand ofÏce 
in Barcelona, a change that was planned throughout the 

pandemic to better accommodate our current needs and 

hybrid work schedule. The current space is centrally located 

in Barcelona’s downtown and has magnificent views of  
the sea.
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Technology at Paragon

Strategic Platforms for 
Today and the Future 

Scalability and flexibility have remained at the forefront 
of investment in technology development at Paragon 

Group. Our strength is in providing solutions that can 

adjust quickly and easily in line with our clients’ changing 
demands. By combining transparency along with the ability 

to change processing and output channels mid-campaign, 

our clients can optimise their spend and maximise return 

on all discretionary and non-discretionary expenditure. 

We recognise that the landscape our clients are 

operating within is demanding that they focus on their 

own core businesses so that they can demonstrate 

the tangible contribution all capital and operating 

expenditure makes to strategic success. 

Paragon Group has proven that we can be an outsource 

partner of choice where clients have a long history of 

outsourcing. We also bring expert advice on how to 

embark on the journey towards managed services. By 

providing an end-to-end set of services across the entire 

customer journey, clients new to outsourcing can test 

the water with a pilot project, or initial phase of delivery, 

whereas those with experience can quickly migrate to 
Paragon’s delivery capabilities and associated value.  

Utilising a strong digital component in how Paragon provides 

services to our clients helps them to accelerate their digital 

transformation plans. Clients can do this without having 

to invest significantly in new systems and processes since 
we have already made that investment. By working with 

Paragon, our clients can focus on what differentiates them, 

leaving us to drive the analytics, processing, and output. 

Our inbound capabilities, when combined with our creative 

teams, help to transform incoming paper communications 

to webforms, SMS and voice services. An end-to-end 

digital process increases data quality and shortens the 

overall time to collect, process and act on an incoming 

message or piece of information. Together with online 

data validation and verification, it provides a real-time 
tracking status for our clients and their customers.

The integrated nature of our systems and their scalability 

allows us to offer easy access to a first scope of 
service, then grow at a pace that makes operational 

and commercial sense. With confidence in one line of 
business or capability comes the momentum to look 

at others. We can adjust our systems to be presented 

in any order and so allow a client to transition to an 

outsourced service portfolio at their preferred pace.

With systems designed by experts in compliance 

and risk, we are able to demonstrate the integrity 

of consumer data. Accountability remains with 

our clients. However, we are comfortable with the 

responsibility that comes with taking on their data. We 

see a strength in being able to offer this assurance. 
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platforms are the 
route to seamless 
data capture and 

processing, whilst 
allowing for output 

to be delivered 
through multiple 

channels.”
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Our regional staff, secure, reliable, and accessible data 

centres, and geographically dispersed production hubs 

mean that we can offer a high level of consistency of 

service to clients operating in multiple countries. Our 

technology platforms are the route to seamless data 

capture and processing, whilst allowing for output to be 

delivered through multiple channels, digital and physical, 

in multiple geographies. Where we call on partners to 

extend our geographic reach, it is our systems that 

control the process and assure end-to-end delivery.

The ability to receive orders and data, process information 

and then output a vast range of products and service 

‘under one roof’, is what differentiates Paragon. As a 

partner of choice, we can give our clients the services 

they need, when they need them, spanning the full 

digital and physical customer communication path.

Delivering Value through our 
Strategic Platforms

Investment in each of our four strategic platforms 

– PEP, OnePlatform, SmartPad and ePro – has 
delivered new capabilities to provide our clients with a 

broader range of services. As a result, they have grown 

by every measure, including clients and registered 

client users, transaction volume, and revenue. 

Together, they address demand across our diverse 

client base, delivering value in the marketing, regulatory, 

operational and procurement functions. Within the 

marketing function, PEP, OnePlatform and ePro together 

offer the ability to adjust campaigns mid-flow, enabling 
our clients to target their message across multiple 

channels at the start of a campaign whilst allowing change 

mid-campaign in response to consumer behaviour.  

We see a continued transition to digital channels as the 

primary method for our regulatory clients to communicate 

with their end customers. A digital-first approach opens a 

seamless route for end consumers to communicate back and 

forth with our clients. We can facilitate a move from annual 

updates to more frequent messaging in line with changes 
in regulations. This comes with a high degree of confidence 
that those communications are not just sent and received, 

but also are also read and acted upon where necessary. Our 

clients are assured that they remain fully compliant while 

they can simultaneously use the opportunity to connect with 

their customers in response to changing marketplace rules.

In retail and hospitality, the importance of return on 

marketing spend is more important than ever. A more 

limited footfall in all facilities, whether shops, restaurants, 

or hotels, means that the role of physical point of sale 

merchandising is even more valuable to ensure a physical 

connection between consumer and retailer. Being confident 
that the marketing product is positioned correctly, is of the 

right quality and, of course, is perfectly on brand, is key. 

Introducing clearly marked ways to access digital resources, 

such as QR codes, provides a tighter link between the 

physical and digital experience and allows our clients to 

connect their customers with more in-depth information than 

a poster or pedestal can convey on its own. Our systems 

come together to provide this connection, delivering both 

nationally and internationally, and supporting both our 

smallest clients and our multi-national global brands. 

We have developed PEP to reflect the various roles fulfilled 
within our clients. As an integrated portal with its own 

distinct capabilities, PEP provides clients with a common 

and familiar route into any of our services. It gives marketing 

teams the confidence to know that field teams can access 
only correctly branded products. It helps operations teams 

to access stock and print-on-demand material; any of 

which can be delivered in bulk or once-off from the most 

appropriate production hub or warehouse facility to where it 

is needed within an agreed timeframe. It gives procurement 

the assurance that best and transparent pricing is being 

received, reflecting volume and tailored services.
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IAD 

PCC Western Europe have assisted IAD, a digital-only 

real estate company operating across France, to drive 

efÏciency and assure consistent customer service using 
our PEP platform. We developed additional features to 

bring a mix of web-to-print, multi-channel output and 

marketing campaign capabilities to the client. PEP is used 

by close to 15,000 independent real estate agents as their 

single portal through which they order and personalize all 

the branded products available from a central resource 

and template library. 

Working on site with their end customers, the property 

sellers, our client’s agents can photograph a property, 

access a suitable template online, upload and edit images, 

and then create a personalised brochure. Quick reviews 

and approval of online draft material reduces the time 

from property estimation to presenting it for sale. Easy 

access to online templates allows the agents to present 

a wide range of properties in the best light on the internet 

and other social media channels. 

IAD, its network of agents and their customers, as 

well as those searching for a property all experience a 

consistent, high-quality service with fast turn-around. 
Cost is predictable, enabling the agents to make informed 

decisions about how to make best use of available 

marketing budget.

In just one year, we have produced over 50,000 items, 

of which 80% were personalised. Our client has been so 

impressed that it is now going to enter the German market 

with this platform.

Case Study



International Express Courier 

Our client, an international express courier delivery service 

operates complex logistics services worldwide. As part of 

their extensive international network they required 24/7 
access to their business-critical products, documents, 

labels, bags and other items required by their customers 
to dispatch parcels. 

Paragon transformed and managed the process of a 

complete range of solutions for our client, including 

Transactional Print and Mail, Inbound management, 

e-invoicing, Online shop PEP, Airway bill productions, 

Personalised airway bills, Operational label productions, 

Thermo label productions, RFID label productions, 

Warehousing, Pick and Pack and Supply Chain 

Management 

With the PEP platform, we provide a common online shop 

for customers of our client. Paragon delivers a logistic 

solution where all items are stored at hubs to be picked, 

packed and shipped across multiple regions. The solution 

we delivered was extremely successful, the service has 

provided full traceability of all customer orders and has 

shown significant savings across multiple areas. There 
was reduction in customer service calls as orders are now 

placed and tracked online. In turn, this has created more 

customer service time to focus on core activities, as a 

result there is an improved customer experience.

Case Study
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Our marketing services customers are increasingly making 

use of ePro to access both self-service and supported 

access to a transparent lead supply/print management 
service. Whether accessed as a standalone or through the 

PEP portal, ePro provides a platform for clients to call off 

existing products, or to launch new products or services; 

and to select the best offer against their own defined 
criteria. When linked with our managed goods capability 

and integrated into client procurement systems, ePro can 

be built into the day-to-day workflow of anyone involved in 
the marketing services supply chain, providing real-time 

visibility of status and end-to-end service fulfilment. 

OnePlatform is the enabler of the transition to Paragon 

Group’s digital capabilities. As the foundation system for our 

integrated inbound and outbound capabilities, it links clients 

with our expert creative agencies and data scientists, as 

well as our regional production facilities. Providing a single 

place for data quality assurance, product creation, proof-and-
approval, and all with complete control of brand, content, and 

compliance, OnePlatform supports clients in the efÏcient 
management of their Centralised Customer Communications 

processes and allows dynamic output channel selection to 

keep marketing campaigns and large volume transactional 

output in line with changing consumer demand. 

SmartPad extends the range of products and services 

Paragon Group can offer our clients, with both B2B and 

B2C access. With a market-leading interface, SmartPad 

clients can be assured of access to an agreed and best price 

catalogue, whilst also having the potential to select from 

a product line of over 100,000 items, each with real-time 

stock availability and with assured service level agreements 

(SLAs). Consolidated billing statements and easy returns 
give SmartPad clients a commercial advantage over their 

competitors through the ease and intuitive service offered.

Working together, our strategic platforms bring more 

flexibility than before. While commercial drivers remain 
a priority, purchasing decisions are made against 

several factors, including quality, sustainability, and 
performance. Our developments in each platform have 

accentuated transparency so that our clients are able 

to make fully informed decisions and select products 

and services based on total value, not just price.

Technology as a Driver of Merger 
and Acquisition Value

Technology forms an important part of the decision to 

acquire a new business. We look at cost of operation and 
at short-, medium- and long-term value. Having a clear 

set of strategic platforms provides a reference against 

which to assess, plan and then steer integration. Our 

primary focus is to assure continuity of service for the 

clients that we have welcomed through the acquired 
business. After that, we look to expand our capability 

set and how we might provide any of our clients with 

a broader, relevant set of products and services. Our 

technology is the way to do this quickly and efÏciently.

Acquiring Promo International expanded the range of 

luxury marketing merchandise available to our print 

management clients, as well as providing Paragon with a 

proven supply chain in the Far East. We used PEP as the 

route to making these tailored products available quickly. 

Acquiring OfÏce Depot not only grew the ofÏce products 
and services business, but also exposed our new clients to 

the capability SmartPad offers. Overnight, we were able to 

offer a more efÏcient ordering platform, provide our clients 
with continued cost control, and access to an extended 

and relevant product catalogue, all while benefiting from a 
state-of-the-art facility through which to fulfil those orders.
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Sustainability and Corporate Responsibility

The World Economic Forum’s 2021 Global Risk Report saw 

climate-related issues dominate the agenda, with four of the 

top five long-term identified risks in terms of likelihood, and 
three out of the top five in terms of impact relating to climate. 

Alongside the risks, however, the next decade brings 

tremendous opportunity and Paragon is determined to 

make long-term commitments to support local and global 

stakeholders in solving some of the world’s most pressing 

sustainability challenges.

Our sustainability programmes have been designed in line 

with international recommendations and publications, 

such as the 17 principles of the UN Global Compact, the 

key proposals of the Citizens’ Convention, the Paris Climate 

Agreement, and the UN Sustainable Development Goals. We 

are committed to contribute to the delivery of Carbon Net 

Zero, a circular economy, and reducing inequality in  
our societies. 

Across Paragon we have a wide-ranging client base in 

multiple business sectors. Sustainability has never been 

more important to our stakeholders, and we are pleased to 

collaborate with our colleagues, clients, and suppliers to 

develop the solutions to deliver lasting change for our planet 

and our people.

 Meet the Paragon Sustainability team

As part of Paragon’s ‘Creating Connections’ programme, 

we launched a Sustainability Group, with each of our core 

business regions represented. The team, which works 

together to share best practice and create common 

sustainability goals across the business, includes:

“I am responsible for devising, 
implementing and delivering our 

Sustainability Ambition 2030 across 

the lifecycle of our communication 

solutions, products and services. 

The drive to a Net Zero economy and 

a fairer, more equitable society will 
take collaboration, and I am proud to 

work together with our employees, our clients, and our supply 

chain on that journey as part of our ‘Planet, People, Partners’ 

strategy.”

“Attention to sustainability and 
biodiversity are important themes and 

require urgency across society. I am 
pleased that Paragon has taken the 

initiative to actively put these topics 

on the agenda and the the Group 

continues to initiate appropriate 

actions. It is a pleasure to be part of 

this international collaboration and to be able to contribute to 

the ongoing sustainability programme.”

“I joined Paragon Group more than 20 
years ago and have been involved in 

Quality, Method & Development and 

Sustainability throughout my time 

with the company. Following the rapid 

growth of the business over recent 

years, I have the multi-functional 

responsibility to coordinate our 

Corporate Social Responsibility ambitions, with a focus on 

bringing collaborative solutions to our clients.”

“In addition to my job as Sales 
Director for Document Output, I 

am also responsible for Corporate 

Social Responsibility as Head of 

Sustainability for the DACH & CEE 

region. In this role, I coordinate all 

sustainability activities and am 

available to customers, colleagues 

and all other stakeholders as a central contact person.”

Sustainability at Paragon 

Sustainability is an integral part of our corporate values and is 

embedded in our culture.

Our Sustainability Ambition focuses on analysis across 

the lifecycle of our products and services through an 

Environmental, Social & Governance (ESG) framework. By 
providing the information for our stakeholders to make 

informed decisions we can drive responsible choices 

and behaviours across the value chain. This provides the 

underlying foundation to reduce our impact on the planet 

whilst helping to create a fairer, more equitable society.

We care deeply about people, society and the environment, 

and our Sustainability Ambition 2030 is based on three key 

pillars: Planet, People and Partners. Our focus on these three 

key pillars helps drive value and sustainability performance 

throughout the lifecycle of our products and services.

Like all organisations, Paragon interacts with the 

environment, from the extraction and production of the raw 

materials used in our manufacturing operations, to the end-of 

life treatment of our wide-ranging product offerings. 

Lucy Klinkenberg 
-Matthews

Ingrid van  
Werven

Andreas Keck

Patrick Sauze

P
ar

ag
on

 G
ro

up
 0

52
58

17
5 
| S

tr
a

te
g

ic
 R

e
p

o
rt

 | S
us

ta
in

ab
ili

ty
 a

nd
 C

or
po

ra
te

 R
es

po
ns

ib
ili

ty
 | 



Paragon
Group

79

Strategic 
Report

Business 
Review

PCC

PID

PGS

POS

New/Growth 
Businesses

Driving  
Growth

Technology

Sustainability

GRC

Risks

Section 172 
Statement

Group  
Financial 

Statements

Parent 
Company 
Financial 

Statements

We are committed to providing lifecycle sustainability 

analysis and management across our range of products 

and services. Through this approach we are developing 

and delivering products and services with sustainability 

built in, providing our clients with the tools and expertise to 

accelerate towards their own sustainability goals.

We approach our ‘Planet’ programmes in the following 

categories:

•	 Carbon management

•	 Eco-design

•	 Site environmental management

•	 Biodiversity

Carbon Management

All governments in the markets in which Paragon operates 

in are committed to achieving Carbon Net Zero by 2050. Our 

clients have set more ambitious targets, which include their 

own programmes for Carbon Net Zero or carbon reduction 

targets across their supply chains. 

As active participants in our clients’ programmes, we innovate 

every day to deliver brilliant strategies. Integral to this are our 

own programmes to reduce carbon emissions across our 

services. Measuring and reducing carbon impact across our 

value chain is a primary focus for our leadership team. 

Paragon works to report our carbon emissions across Scope 

1, 2 and 3 according to the Greenhouse Gas (GHG) Protocol, 
which includes external verification of our calculations. We 
are in the process of standardising our carbon reporting 

frameworks across our entire business as a common 

approach to analysis of our carbon footprint, which will 

enable us to share best practice and to identify further 

reduction potentials. 

Spotlight: PCC France

In PCC France, site carbon emissions have been measured 

since 2016. We are a forerunner in this field, with fewer than 
20% of similar businesses in France having carried out a 

GHG assessment. At the end of 2020 PCC France joined 

the Bilan Carbone association in order to have access to its 

comprehensive tools for analysing and calculating our CO2 

emissions. We are now providing specialist training to twelve 

employees to extend carbon measurement to all activities 

across our PCC France locations. 

Spotlight: PID France

Paragon ID’s manufacturing centre of expertise in Argent 

sur Sauldre has been awarded the Platinum rating from 

EcoVadis. Our platinum rating covers a broad range of non-

financial management systems, including environmental, 
labour & human rights, ethics, and sustainable procurement 

impacts. Some of our environmental actions include the 

reduction of our electricity consumption, the reduction of 

our emissions of Volatile organic compounds (VOC) and the 
reduction in the use of solvents.

Spotlight: PCC UK

PCC UK has measured its carbon footprint since 2014. Over 

the past year we have been working with external consultants 

to develop a fully comprehensive Carbon Net Zero strategy. 

Planet

People

Partners
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Delivering Sustainability for Kellogg's 

Kellogg's are highly engaged with sustainability, and the PCC 

Kellogg's account team were keen to embed sustainability in 

the Point of Sale (POS) products we supply

The team looked at the life cycle story of the products to end 

of life solutions.

Sustainability impact of a product or service needs to be 

assessed across the life cycle, and delivering sustainability 

improvements involves every stage of the life cycle. This 

approach considers

•	� the recyclability of materials – products made of multiple 
materials are much harder to recycle than those from 

from a single material

•	� if the product could feed into the circular economy – 

materials that can be recycled again and again without 

losing their properties (aluminum and glass)

Through this approach the Kellogg's team have delivered the 

following improvements

•	� All cardboard units are now 100% recyclable

•	� Reduced the weight of some multi-location  

permanent items

•	� Reduced the size and weight of outer packaging

•	� They are in the process of facilitating the certification of 
the first ocean plastics display unit for Kellogg's 

The team also used POPAI (Point of Purchase Advertising 
International) sustain tool. This is a sustainability 
measurement tool specifically designed for POP (Point of 
Purchase). It measures the environmental footprint for up 
to six projects from design, supply chain logistics, material 

delivery and through to end of life so that informed choices 

can be made around the design and material for POP 

products. 

Case Study

Paragon
Group

80

Strategic 
Report

Business 
Review

PCC

PID

PGS

POS

New/Growth 
Businesses

Driving  
Growth

Technology

Sustainability

GRC

Risks

Section 172 
Statement

Group  
Financial 

Statements

Parent 
Company 
Financial 

Statements

The scope of this review covers our entire value chain and is 

aligned with Science Based Targets (SBTs). As part of this 
project, we are independently validating our own carbon 

emission calculations, undertaking site surveys to identify 

carbon-saving opportunities across our own operations,  

and analysing the carbon footprint across 80% of our  

supplier spend.

Spotlight: PCC Germany

PCC Germany also uses the GHG Protocol to measure the 

carbon footprint across its locations. This is independently 

verified by external consultants from ClimatePartner, and 
this analysis provides further reduction opportunities and the 

defining of targets for climate protection. 

Our operations are established on a four-location concept, 

which is unique to Germany. The production of documents 
close to the recipient saves significant amounts of CO2 by 
minimising logistics routes in the physical delivery process. 

Our clients have commitments to deliver Carbon Net Zero 

and/or reductions across their supply chain. We support 
this by providing information to make informed decisions 

and giving different options to improve sustainability 

performance, as well as by providing lifecycle carbon analysis 

for our products and services.

In addition, we design sustainability into our products, 

including the use of recycled materials, as well as determining 

the reusability and recyclability of end-of-life products. 

We further develop customised carbon reduction plans to 

reduce carbon emissions and provide carbon neutral product 

offerings through an accredited offsetting scheme.

This enables our clients to deliver sustainability 

improvements quickly and easily across their 
communications, and the carbon footprint of products is 

calculated from production of raw materials through to 

delivery and end-of-life treatment. 

In addition to the validation of the carbon footprint of 

PCC Germany’s locations, our online tool provides carbon 

calculations for a wide range of substrates and raw materials. 

It also gives our clients access to recognised and certified 
climate protection projects. This provides our clients with the 

option to select carbon neutral communications. 

ClimatePartner provides full transparency with a specific ID 
label and certificate that can be used on client work. Using 
this ID our customers can directly track the amount of carbon 

emissions generated by their communications and can 

choose a climate protection project to contribute to. To date, 

around 150 clients have chosen the option of carbon-neutral 

mailings through PCC and ClimatePartner.

By the end of 2021, Paragon will have offset more than 3,000 

tons of CO2 emissions for our customers – the equivalent of 
planting 235,000 trees!

Paragon is supporting various E.ON companies to achieve their 

objective of climate-neutral document production and logistics.

The basis for our long-term cooperation with E.ON is the 

Climate Neutral Now Initiative launched by the UNFCCC 

Secretariat to increase climate action with the goal to 

‘Measure – Reduce – Contribute’. The aim is to continuously 
measure and reduce the carbon footprint of products 

and services purchased from Paragon and to make them 

climate neutral. In climate-neutral production, the amount of 
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greenhouse gas emissions caused by the material used and 

in the production of the printed products is determined, and a 

CO2 balance is drawn up.

Paragon works with ClimatePartner, which supports 

companies in climate protection as a solution thinker and 

strategy planner. Through various activities relating to the 

use of energy, material substitution and reduction as well as 

the digitalisation of processes, calculated CO2 emissions 

are progressively being reduced. Remaining CO2 emissions 

are offset by supporting recognised and certified climate 
protection projects. E.ON has elected to support the E.ON 

WIR WALD project, which is tackling the reforestation of 

forests in Germany.

Eco-Design

Paragon specialises in the design of brilliant customer 

communication strategies. By maximising the impact and 

efÏciency of communications, we help our clients to increase 
both brand loyalty and the satisfaction of their customers 

whilst reducing environmental impact. 

The lifecycle analysis of sustainability embeds eco-design 

into our products to optimise our use of resources and limit 

our environmental impact. In our production operations, our 

approach to eco-design optimises: 

•	� Raw material usage: Optimisation of paper grammage, 

recyclability and end-of-life treatment

•	� Product design: Size and layout optimisation, eco-friendly 

inks, and ink coverage

•	� Production process: Reduction of printing steps, 

robotisation, and partnerships

•	� Site optimisation: Responsible site management, and 

producing closer to the end customer

•	� Packaging: Reduction and elimination of packaging, 

wrapping and associated materials

•	� Transportation and delivery optimisation: Journey 
planning and optimised production locations

•	� Data analysis and modelling to target recipients at the 

right time, with the right format and the  

right information

•	 End-of-life treatment 

In addition to the carbon saved, this approach measures and 

delivers wider sustainability and environmental metrics and 

improvements. 

To support our eco-design, we utilise a number of different 

frameworks, certifications and tools across our regions, 
including:

•	 Use of FSC and or PEFC certified stock

•	 Use of ‘Blue Angel’ for envelope manufacture

•	 �POPAI Sustain, a tool designed to determine lifecycle 

analysis for Point of Sale products

Site Environmental Management

The activity at our own production sites plays an important 

role in delivering lifecycle sustainability, and it is an area over 

which we have direct control. Technology plays a vital role in 

delivering sustainability at our production locations.

Our sustainability programmes are well embedded into 

our LEAN manufacturing and facilities management 

programmes. 93% of our production locations hold ISO 

14001, ISO 50001 or ISO 9001 certifications. These 
management systems provide the framework to drive both 

site and group level improvements to our sustainability 

reporting, efÏciency, and emissions.

Our improvement programmes focus on reducing our impact 

on our local and global environments in the following areas:

•	� Production efÏciency – Lean manufacturing, kit 
optimisation and upgrades

•	 �Procurement of renewable energy at 83% of our locations

•	 �Facilities efÏciency – HVAC, lighting, and facilities 
infrastructure

•	 �Waste management and recycling to support the  

circular economy

•	 �Reduction and removal of packaging and single-use 

items. Supply chain governance and supply chain 

consolidation

•	� Preventing pollution and protecting the environment

•	� Use of FSC or PEFC paper at production locations
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Specific programmes across our production facilities in the 
reporting period include:

•	� Consolidation of work and production locations

•	� Lighting upgrades to LED technology

•	� Air conditioning upgrades to production sites, ofÏces, and 
server rooms

•	� Refresh of production equipment to more energy-efÏcient kit

•	� Investigation into photovoltaic panels at our larger 

locations

Site Carbon Reduction in The Netherlands

Project Moonlight in the Netherlands looked at replacing the 

IT server infrastructure from the existing partner with a new, 

more energy-efÏcient service provider. The project included 
a redesign of the server configuration, which resulted in 
a reduced amount of hardware and the automated shut-

down of servers when not in use. This consolidation and 

refiguration also resulted in significant energy and carbon 
savings, which are measured as part of our  

ongoing programme. 

Material Improvements at Dagenham

We are always looking for ways to reduce our environmental 

impact at the Dagenham operation. We recently switched 

to a pre-stretched plastic wrapping product. As the name 

suggests, the film has already been stretched, so it is thinner 
and therefore reduces the weight of plastic needed to wrap the 

same amount of product. This will reduce the weight of plastic 

wrap used by more than 60%, saving around 2,500 tons of 

plastic per year. This equates to approximately 6.4 tons of CO2 
saved annually. A lighter product, coupled with the fact the new 

product is sourced from Germany rather than the Far East, also 

results in reduced carbon emissions from its transportation.

Biodiversity 

As individuals and as a business, we interact with – and rely 
on – nature and natural resources for our food, water, homes, 
raw materials, and our physical and mental well-being. The 

impact of climate change affects the weather, agriculture and 

land use, our oceans, our ecosystems, and biodiversity. In 

short, we rely on nature for life itself. Climate change impacts 

local and global communities, with the poorest nations and 

societies being affected disproportionately. 

Paragon plays a role in preserving our local and global 

environments by:

•	� Promoting responsible forestry management by 

favouring certified suppliers and not knowingly using 
paper made from wood from controversial sources

•	� Championing local biodiversity projects

•	� Pollution prevention and controls

Across Paragon, we have been engaging with local 

biodiversity projects, including tree planting and beekeeping. 

Tree planting in The Netherlands  
and France 

Our sites in The Netherlands are investigating plant a tree for 

each of our employees through Trees for All.

Trees for All works to plant trees and restore existing forests. 

Projects include the planting of a mixed, deciduous forest  

in Overijssel, Netherlands, and restoring a dune forest in  

coastal Vietnam. 

Our French sites chose to plant 1,000 trees with 

Reforest’Action in the east of France. This organisation is a 

partner of the UN Decade of Ecosystem Restoration. 

In Romania, our staff looked closer to home and planted trees 

at our Bucharest site. 
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Increasing the Bee Population

Bees play a crucial role in our ecosystems and in the 

pollination of our crops. In recent years, bee populations 

across Europe have been in decline, which poses a threat to 

global food security. Our employees in France decided to take 

matters into their own hands by installing four beehives at our 

Arcania site, with 2021 seeing our first production of honey. 

Our other sites in France also sponsor beehives in their local 

communities and we are seeing some healthy competition to 

produce the best honey.
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Certifications and Subscriptions

Paragon firmly believes that certifications are not just a tick 
box exercise. Our comprehensive management systems 

and internal audit programmes drive real improvements 

throughout the business, all contributing to the sustainability 

of our products and services.

Our certifications provide the framework to identify and drive 
best practice across the board and ensures compliance with 

all applicable legislation.

We have a wide range of certified management systems 
and accreditations across our sites and production facilities, 

including: 

•	� ISO 9001 Quality Management

•	� ISO 14001 Environmental Management

•	� ISO 27001 Information Security Management

•	� ISO 50001 Energy Management

•	� ISO 22301 Business Continuity Management

•	� ISO 45001 Health and Safety Management

•	� ISO 13485 Medical Device Management (certification 
recommended)

•	� FSC/PEFC Chain of Custody

•	� PAS 

•	� PCI DSS

•	� BPIF Health and Safety Seal of Excellence

•	� ImprimVert ISAE 3402 International Standard on 

Assurance Engagements

Ecovadis

Paragon is proud that we currently have three platinum status 

regions, this means that they are in the top 1% globally of all 

companies assessed by Ecovadis. The completion of the 

Ecovadis assessments in other regions and businesses  

in process.

Paragon has advanced level membership to Ecovadis, 

covering 75% of our locations. This online CSR analysis 

system is used by several our large clients and provides 

Supplier Sustainability Ratings for global supply chains. 

Ratings are awarded based on the Ecovadis CSR analysis 

system, which assesses 21 criteria across four themes: 

Environment, Fair Labour and Human Rights, Ethics, and 

Sustainable Procurement. The methodology for each of  

the themes is built on international CSR standards, including 

the Global Reporting Initiative and the United Nations  

Global Compact.
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People & Governance, Risk & Compliance 

People

People drive our business, and we are working hard to ensure 

that we attract and retain a diverse range of skilled people 

into our business. With a workforce of over 9,000, we strive to 

create a workplace where all our people feel valued and have 

a purpose; a place where all people can be their authentic self. 

The health and well-being of our people is a primary driver 

for our senior management team and has never been more 

important than during the COVID-19 pandemic. This period 

has seen dramatic changes to how we as a business operate. 

Our employees were classed as essential workers and 

we quickly implemented controls to allow our production 
colleagues to continue to come to work to deliver our services 

to clients, while ensuring their safety and welfare were 

maintained. Many employees were also juggling childcare, 

home-schooling, other family commitments, and indeed 

personal loss, on top of continuing to deliver and exceed work 

expectations. 

Our Values and Behaviours 

Our People Strategy plays a critical role in ensuring we have 

a progressive, sustainable, and healthy working environment 

for our staff. Our values, practices and behaviours are at 

the heart of this and how our staff do things is as important 

as what they do. We create and embrace inspirational 

ideas, strive to make good choices, and recognise the 

value in diversity of thought. The talent of our individuals 

staff members combined with our high-tech equipment is 
complemented by the prominence of our thinking, leadership 

skills and decision-making abilities. 

Our values: 

Inspiring  

We will inspire each other in our work and be an 
inspiration to our customers, fulfilling our promise of 
high quality in everything we do.

Customer Focussed  

We are committed to listen and respond positively to 
our customers’ needs, building lasting relationships 
with our clients and associates.

Empowering  
We will empower our teams to deliver with care and 
precision, challenging the status quo and finding 
new ways to grow our company and each other. We 
encourage healthy debate and differences of opinion.

The Best People 
We are passionate about our people. We will develop, 
inspire, and create opportunity to progress and grow, 
adding value to our business and customers.

Confident 

We are confident in our ability to deliver our very  
best in all we do, holding ourselves accountable  
for results.

Diversity and Inclusion 
Paragon has made great strides with our Diversity 
& Inclusion programmes, including our Inclusion 
Council, our recent partnership with Stonewall, and 
our appetite to have those often-uncomfortable 
discussions to ensure all our people feel valued  
and supported.

2 5
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Within Paragon, we recognise and appreciate the importance 

of creating an environment in which all employees feel valued, 

included, and empowered to do their best work and to bring 

great ideas to the table. We recognise that each employee’s 

unique experiences, perspectives, and viewpoints add value 
to our ability to create and deliver the best possible service to 

our customers. 

Given that our individual social, economic, and cultural 

identities shape and influence our experiences and 
perspectives, we will do our best work by ensuring diversity 

in our workforce and by practicing inclusivity in how we work 

with one another. 

We know we have more work to do. Following our acquisitive 
growth in the last few years, we are now in a position to 

benchmark diversity within our workforce, where local 

regulatory requirements allow. 

Paragon is helping to promote awareness with an internal 

podcast series titled ‘My Paragon’, which kicked off this year 

with Diversity and Me podcast, which allows employees to 

talk openly about their experiences as people of colour in the 

workplace. 

In June 2021, we were proud to show our support during 
Pride Month by changing our logo and email signatures. 

Equal Opportunities

Paragon is an equal opportunities employer. We operate 
a policy of fair and equitable treatment for all employees 
and for all applicants. We are opposed to any form of 

unfavourable treatment or financial reward through direct 

or indirect discrimination, harassment, or victimisation 

of employees or job applicants on the grounds of race, 

religious beliefs, political opinions, creed, colour, ethnic origin, 

nationality, marital/civil partnership, parental status, gender, 
sexual orientation, gender reassignment, disability, handicap, 

or age.

Developing Talent

The development of our people is paramount to the future of 

the business. As our people drive our success, we encourage 

their continual personal and professional development 

through a broad range of programmes, including on the job 

training, education opportunities, apprenticeships, leadership 

and mentoring programmes. 

Apprentice Spotlight

Our Ignite scheme launched a traineeship programme in 

Dagenham, which saw us host a number of Ignite days. 

Mason Kane, Apprentice PCC Dagenham
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On these days we invited several young people to join us 

in Dagenham for a site tour, assessments, and a one-to-

one conversation with a member of the team. Successful 

candidates were then offered a paid work experience 

role across a variety of different areas of the production 

department. Individuals who shone throughout the process 

were then offered a full-time role with Paragon.

One individual who has enjoyed success through the 

programme is Mason Kane, one of the first six apprentices to 
be taken on as part of the scheme. Dagenham-based Mason’s 

story is one of perseverance, hard work and inspiration. At 

just 19 years of age, he went from doing odd jobs during 

the pandemic to becoming an integral member of the 

engineering department in PCC Dagenham. Mason was also 

recognised for his achievements by winning a Printing Charity 

‘Rising Stars’ award in the Developing Core Skills category. 

Young Paragon Network

The development and motivation of young employees with 

high potential is vital for the future of our business. The Young 

Paragon programme was launched in July 2020 to provide a 
network and platform for our younger colleagues to engage 

across our regions. Now in its second cohort, small teams of 

‘Young Paragoners’ are set strategic, multidisciplinary, cross 

location challenges by senior leaders. These have included 

sustainability management and diversity. The programme 

helps to stimulate the professional development of our young 

professionals to boost their careers within Paragon.

Health and Safety

Paragon operates under the principle that the safety of our 

employees, the regulatory compliance of our sites, and the 

sustainable management of our resources are key identifiers 
of operational excellence and sustainable growth. Our health 

and safety (H&S) teams across all regions have worked 
tirelessly to embrace the philosophy that H&S is everybody’s 

shared responsibility. It is embedded into our operations and 

accountability is incorporated into all we do to ensure our 

employees remain safe, injuries are reduced, compliance is 

sustained, and culture is changed.

Our key H&S programmes cover:

•	� The creation of COVID-19 secure workplaces across all 

sites, compliance with COVID-19 legislative requirements, 
and successful outcomes from external HSE COVID-19 

spot checks across multiple sites.

•	� Multiple mandatory online and physical H&S sessions 

across all sites.

•	� Successful retention of existing external standards, 

including ISO 45001. 

•	� Refurbishment of facilities, break rooms, soundproofing 
and air conditioning.

•	� Production and equipment upgrades to reduce fatigue 
and risk of repetitive strain injury.

Mental Health and Well-being

This past year has brought many ups and downs for 

individuals and for the business overall.

Many of our employees found the pandemic to be a time for 

re-evaluation of their work/life balance, with more time to 
exercise and spend with their loved ones. For others, it was a 

lonely and isolating time, with 60% of adults stating that their 

mental health declined during lockdown.

Paragon already had a Staff Wellbeing programme before 

the pandemic, with around 90 mental health first aiders in 
place across the business. Over the past year, the wellbeing 

team has continued to deliver a suite of mental health 

communications and tools to our employees.

Partners

Paragon is committed to delivering sustainability 

improvements on behalf of our clients across the lifecycle of 

our products and services. The carbon footprint of most of 

our products and services lies within our value chain, and it 

is vital we assess the sustainability impact across the whole 

lifecycle. We cannot solve these challenges on our own – we 
require collaboration among all our stakeholders to deliver 
the required changes.

Community Engagement

We are committed to being a thoughtful, responsible, 

and active part of the communities in which we operate. 

Colleagues are encouraged to pursue their philanthropic 

passions, providing opportunities for individuals and teams 

to give back to their local communities. All sites work with 

nominated charities and organise regular fundraising and 

volunteering events. 

A wide range of charities are supported, which is reflective of 
the wide range of passions of our colleagues. Activities our 

people have undertaken are diverse, including painting and 

decorating, gardening, taking residents for cycle rides, tree 

planting and path clearance. Our people regularly fundraise 

for company-nominated charities through bake sales and 

sporting challenges. 

In France we work with Handiprint, which specialises in 

calendars and sheet-fed print and employ differently abled 

workers. Through this engagement, our spend with this 

valued partner has increased from €20,000 to €150,000.

We value the different experiences and important 

contributions that our differently abled or disabled colleagues 

bring. Our policies and programmes ensure that we provide 

a framework and workplace that not just facilitates, but also 

celebrates our differences. 
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Ethics and Compliance

Paragon recognises that our business activities have direct 

and indirect impacts on the societies in which we operate; 

how we interact with the world determines our place within it.

We are dedicated to developing an environment of trust, 

collaboration, and respect in all our business relationships. 

Our Ethics and Compliance programmes empower our staff 

to operate with integrity, confidence, honesty, and respect in 
their day-today activities.

Supply Chain Governance 

We have begun to migrate our supply chain due diligence 

programme to an online system with a comprehensive 

framework to identify and mitigate risks. Suppliers must now 

work within the Paragon Supplier Code of Conduct regarding 

fair labour practices, data governance, legislative. 

Gender Pay Gap 

While our gender pay gap compares relatively well within the 

key job functions identified, we are conducting a full review of 
policies and procedures, an inclusive leadership programme 

for all executives, and an expansion of our Learning & 

Development team to address skills shortages and promote 

fair and equal opportunities for all employees. 

Legislative Compliance 

Legislative compliance is critical across Paragon Group 

and to our customers. Our GRC team ensures new or 

amended regulatory requirements are implemented within 
the business, using our ISO 14001 framework and quarterly 
audits to deliver the controls and training programmes to 

drive compliance at all locations. 

Anti-Bribery & Corruption 

Paragon expects its contractors, suppliers, and other 

business partners to uphold high standards in all business 

practices and to share our zero-tolerance approach to 

bribery and corruption. We expect all suppliers to comply 

with all relevant laws of the country in which they operate. 

All suppliers are required to sign the Paragon Supplier Code 
of Conduct and our supplier due diligence is completed at 

defined intervals by a dedicated compliance team. 

Modern Slavery 

Paragon Group is committed to ensuring there is no slavery, 

servitude, forced or compulsory labour or human trafÏcking 
in our supply chains or within any part of our operations and 

we enforce effective systems and controls to minimise the 

risk. Our policies and practices include our recruitment and 

selection policy, equal opportunities policy, staff handbook, 
Supplier Code of Conduct, and whistle-blowing policy. 

All companies within Paragon Group have been audited by 

a dedicated compliance team to assess their employment 

arrangements and Human Resources policies, with the risk of 

any of these offences occurring determined to be low. Supply 

partners operating in countries or industries with a high risk 

of modern slavery undergo further due diligence to ensure 

their employment practices are in line with the International 

Labour Organisations recommendations.

Governance & Compliance 

The Board is committed to high standards of corporate 

governance, which it considers are critical to business 

integrity and to maintaining investors’ trust. The Group 

expects all its directors and employees to act with honesty, 

integrity and fairness. The Group will strive to act in 

accordance with the laws and customs of the countries 

in which it operates; adopt proper standards of business 

practice and procedure; operate with integrity; and observe 

and respect the culture of every country in which it does 

business.

1.	� Board leadership and Company purpose

The Board has collective responsibility to oversee the 

operational management of the Group. In addition, it is 

responsible for the long-term sustainable success of Paragon 

and contributing to wider society. 

�The key activities undertaken by the Board during 2021 

included: 

�•	 Identified and reviewed Paragon principal risks 

�•	� Reviewed and monitored the Company’s response 

to COVID-19, including the impact on employees and 

changes to work practices

�•	� Reviewed and approved the Company’s financial reports

�•	� Undertook an evaluation of the performance and 

effectiveness of the Board and its Directors 

�•	� Reviewed and monitored the Group’s long-term business 

strategy and objectives 

�•	� Reviewed and approved each acquistion opportunity 

The Board sets the Company’s purpose, values, and  

strategy and ensures that these are aligned with the 

Company’s culture. 

Performance and Risk Management 

The Board also ensures that the necessary financial and 
human resources are in place for Paragon to meet its 

objectives, and measures performance against them.  

This is demonstrated by the steps taken to ensure business 

continuity in light of the COVID-19 pandemic mentioned in the 

Executive Chairman section. 
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As part of the Group’s controls environment, there is a clear 

schedule of matters reserved for the Board, which include: 

The Group’s strategy and organisation development

The Group’s corporate structure and capitalisation 

Approval of financial reports 

Risk management 

Approval of expenditure and material transactions  

including M&A 

Board composition and succession 

Oversight of governance, including approval of applicable 

corporate policies

The Board sets the risk appetite and evaluates principal risks. 

The Board continues to revise its principal and emerging risks 

to reflect the changes affecting the business and the markets 
in which it operates. This has resulted in a reassessment of 

the principal and emerging risks. The Board also monitors the 

Company’s risk management and internal control systems.

Stakeholder Engagement and Participation 

In order for the Paragon to meet its responsibilities to 

shareholders and stakeholders, the Board is required 
to ensure effective engagement with, and encourage 

participation from, these parties. The Board maintains 

a dialogue with stakeholders to help enable a mutual 

understanding. 

Workforce Policies and Practices

Policies in relation to the workforce are approved by the 

Board. As part of its review, it ensures that such policies 

and practices are consistent with the Paragon values and 

support the long-term sustainable success. There are various 

initiatives designed to engender workforce engagement. The 

Inclusion Council aims to create a culture that attracts, grows, 

and empowers diverse talent. 

2.	 Division of responsibilities 

The Role of the Chair 

The roles of the Chair and the CEO are separate and the 

division of responsibility between these roles has been 

agreed by the Chair, the CEO, and the Board. The Chair is 

responsible for the overall effectiveness of the Board and 

ensuring that it meets its duties. The CEO is responsible 

for the Group’s day-to-day operations, the management of 

the Executive Management team, and for establishing the 

strategic leadership of the Group. 

Role of the Independent Director

The Independent Director has responsibilities to 

shareholders, the Chair, and the other Directors. The 

Independent Director is to be available to shareholders if they 

have concerns which contact through the normal channels 

of the Chair, CEO, or Executive Directors has failed to resolve. 

The Independent Director, together with the Chair, has a 

responsibility to ensure effective communication by the 

Group with its stakeholders, which includes the discussion 

of governance, remuneration and strategy with major 

stakeholders. In addition, the Independent Director provides a 

sounding board for the Chair and provides direct feedback to 

the Board on all relevant matters. 

3.	 Audit, risk and internal control 

The Board reviews the annual, half-year and monthly 

financial statements and internal controls in addition to 
the external audit. It is also responsible for overseeing the 

risk management framework, the scope of the annual audit 

and non-audit work undertaken by external auditors and 

the effectiveness of the internal controls in place within the 

Group. The Board is responsible for the presentation of a fair, 

balanced, and understandable assessment of the Company’s 

position and prospects. This is a key consideration when 

preparing all financial information issued. The coordination 
and review of the annual report is conducted in parallel with 

the formal audit process undertaken by the external auditors 

and the review by the Board and its Committees. 

The Board is satisfied that the current policies and 
procedures in place ensure the independence and 

effectiveness of the audit functions. The Board is responsible 

for carrying out a robust assessment of the Company’s 

emerging and principal risks. The Board, has monitored 

the Company’s risk management and internal control 

systems and, at least annually, carries out a review of their 

effectiveness and reports on that review in the annual report.
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Streamlined Energy & Carbon Reporting (SECR)  
for Paragon Group 2020/2021
Paragon Group are pleased to present our energy and carbon reporting in line with the requirements of The 

Streamlined Energy and Carbon Reporting (SECR) legislation and The Companies (Directors’ Report) and Limited 

Liability Partnerships (Energy and Carbon Report) Regulations 2018.

Scope

Paragon Group consists of multiple subsidiary companies 

across the globe. The scope of this SECR report covers all 

Paragon Group Ltd legal entities that are in scope of the  

SECR legislation.

Energy use and carbon emissions are reported for the 

following activities:

•	 Gas consumed (buildings)

•	 Fuel consumed (buildings & operated transport)

•	 Fuel consumed (staff business travel)

•	 Electricity consumed

The reporting period will track the financial year of July 1 in 
any given year to 30th June to that of the preceding year. The 
current reporting period is July 1, 2020, to June 30, 2021. 

Paragon Group Limited has grown massively through 

acquisition and will continue to do so in the future. For this 
reason, we will adopt a rolling baseline year of the previous 

reporting period. This will reflect the changing scope of the 
business. The current baseline year is July 1, 2019 to June 31, 
2020. 

Please see Appendix A for a list Paragon Group Ltd legal 

entities registered in the UK and their scope of reporting for 

the purposes of SECR. 

Paragon Group Ltd is split into 4 operational divisions:

•	 Paragon Customer Communications

•	 Paragon ID

•	 Paragon Graphic Services

•	 Paragon OfÏce Services

Individual legal entities within each division were assessed to 

determine the scope of required reporting. 

All legal entities that fall into scope for SECR reporting are 

within the Paragon Customer Communications division. 

Appendix A details the legal entities that have been included 

in the reporting. 

Changes in the Reporting Period Affecting 
Carbon Emissions

Business Changes 

During the reporting period, the following sites changes were 

made:

•	� Promo International were acquired with ofÏces in London 
and China

•	� Print Trade Suppliers (PTS) and Global Document 
Solutions (GDS) joined the PCC from other areas of  
the Paragom Group, adding three new sites to the  

PCC portfolio

•	� Production ceased at our two sites in Dublin, Ireland 

(Ballymount and Sandford), with all production migrated 
into a new single Dublin site, Citywest

•	� Production ceased at our Huntingdon location in March 

2021

•	� The work from our Barnwood location has been moved 

to our Bristol and Tewkesbury sites, with Barnwood 

production ceasing in May 2021

•	� Our Redruth site was closed in April 2021

•	� OT Group became an operational division, which was 

previously part of the Paragon Graphic Services Division

Operational Changes

The COVID-19 pandemic and lockdown period affected our 

operations and associated activity in the following ways 

during the reporting period:

•	� All ofÏce staff spent the majority of the reporting period 
working from home, or reduced time working in the ofÏce

•	� The majority of meetings were held online, reducing staff 

business travel

•	� Work at the majority of site decreased in volume and 

scope
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Methodology

The calculation of carbon emissions has been completed 

using the UK Government Greenhouse Gas Reporting: 

Conversion Factors 2021. 

The methods of data collection and verification have been 
documented within our supporting evidence which can be 

made available on request. Wherever possible, 12 months 
of actual data has been used covering 01/07/2020 to 
30/06/2021. Where estimates or projections have been used 
this has been stated.

Energy Use and Carbon Emissions

Energy Use and Carbon Emissions have been calculated for 

each Paragon Group division: 

2019/20 Reporting Year

2020/21 Reporting Year

Paragon Group Division Gas (buildings + forklift) 
kWh

Fuel (operated transport)
kWh

Fuel (staff business travel)
kWh

Electricity  
kWh

Carbon Emissions  
Kg CO2e

PCC 10,986,606 2,734,769 983,598 27,873,536 9,808,071

PID No subsidiaries in scope No subsidiaries in scope No subsidiaries in scope
No subsidiaries in 
scope

No subsidiaries in 
scope

PGS No subsidiaries in scope No subsidiaries in scope No subsidiaries in scope
No subsidiaries in 
scope

No subsidiaries in 
scope

Paragon Group Division Gas (buildings + forklift) 
kWh

Fuel (operated transport)
kWh

Fuel (staff business travel)
kWh

Electricity  
kWh

Carbon Emissions  
Kg CO2e

PCC 11,106,347 1,168,368 245,224 29,037,737 8,725,920

PID No subsidiaries in scope No subsidiaries in scope No subsidiaries in scope
No subsidiaries in 
scope

No subsidiaries in 
scope

PGS No subsidiaries in scope No subsidiaries in scope No subsidiaries in scope
No subsidiaries  
in scope

No subsidiaries  
in scope

OfÏce Services N/A N/A N/A 5,092,464 94,719
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Energy Intensity Ratio

Paragon Group Limited have chosen electricity KgCO2e per 

square metre of floor space as our intensity ratio. This will 
best reflect the different scope and activity of work across  
our locations. 

The intensity ratio has been reported at Paragon Group 

division level. This intensity measure is also reported monthly 

to all production locations as part of our ongoing ISO 14001 

and ISO 50001 certified management programmes.

 
2019/20 Reporting Year

Paragon Group Division 2019/20 Total Electricity 
Kg CO2e

2019/20 Total 
square metre

2019/20 Kg CO2e  
per square metre

2020/21 Total 
Electricity  
Kg CO2e

2020/21 Total 
square metres

2020/21 Kg 
CO2e
per square 
metre

PCC 6,498,436 285,703 22.75 6,133,290 314,337 314,337

PID Out of scope Out of Scope Out of Scope Out of scope Out of Scope Out of Scope

PGS Out of scope Out of Scope Out of Scope Out of scope Out of Scope Out of Scope

OfÏce Services Out of scope Out of Scope Out of Scope Out of scope Out of Scope Out of Scope

Improvement Programmes

The majority of Paragon Group production sites hold ISO 

14001 Environmental Management and / or ISO 50001 
Energy Management certifications. These management 
systems provide the framework to drive both site and group 

level improvements to our energy and carbon reporting, 

efÏciency, and emissions. 

Across our own operations improvement programmes focus 

on the following areas:

•	� Production efÏciency – Lean manufacturing, kit 
optimisation & upgrades

•	� Facilities efÏciency – HVAC, lighting & facilities 
infrastructure

•	� Supply chain governance

Specific programmes across our production facilities in the 
reporting period include:

•	� Consolidation of work and production locations

•	� Lighting upgrades to LED technology

•	� Air conditioning upgrades to production, ofÏces and 
server rooms

•	� Refresh of production equipment to more energy  
efÏcient kit

•	� Investigation into photovoltaic panels at our  

Dagenham site

Paragon Customer Communications is the largest user of 

energy and carbon emissions within Paragon Group. Paragon 

Customer Communications publish its energy and carbon 

performance in their annual Sustainability Report.

Objectives & Targets and Future Plans

As part of our ISO certifications, all production sites have site 
level Objectives and Targets linked to energy efÏciency. These 
targets are monitored and measured monthly and reviewed 

annually by senior management. 

Paragon has launched our Sustainability Ambition 2030 

which will help deliver the lasting change that our planet and 

our societies need. Our Ambition focusses on sustainability 

across the lifecycle of our product offering through an ESG 

framework. By helping our stakeholders to make informed 
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decisions, we can drive responsible choices and behaviours 

across the value chain.

Paragon’s Sustainability Ambition 2030 is based on three 

pillars: Planet, People and Partners. Our key areas of  

focus include:

Planet

•	 Carbon net Zero Strategy

•	 Lifecycle Sustainability analysis

People

•	 Diversity & Inclusion

•	 Wellbeing

•	 Community Engagement

Partners

•	 Supply chain sustainability analysis

During 2021 Paragon has engaged the help of an external 

consultancy, JRP Solutions, to help develop our Carbon Net 
Zero strategy. At the time of writing, Paragon await the final 
report and recommendations, and expect this to result in the 

publication of a Carbon Net Zero plan covering Scope 1, 2  

and 3 emissions and be aligned with the Science Based 

Targets Initiative.

Paragon  
Group  
Division

Entity In Scope  

of SECR 
Included  
in 
reporting

Gas  
(buildings)

Fuel  
(operated  
transport) 

Fuel 
(staff  
business  

travel)

Electricity

PCC Paragon Customers 
Communications (Bristol) Ltd

No Yes Yes Yes Yes Yes

Paragon Customers 
Communications (Redruth) Ltd

No Yes Yes Yes Yes Yes

Paragon Customers 
Communications (Redruth) Ltd

Yes Yes Yes Yes Yes Yes

Paragon Customer Yes Yes Yes Yes Yes Yes

Paragon Customer 
Communications (London) Ltd

Yes Yes Yes Yes Yes Yes

Paragon Customer 
Communications (Finsbury Circus)

No Yes
No – 
landlord 
supplied

N/A Yes
No – 
landlord 
supplied

Paragon Customer 
Communications International Ltd

Yes Yes Yes Yes Yes Yes

Print Trade Suppliers Ltd No Yes N/A N/A N/A N/A

Global Document Systems Ltd No Yes N/A N/A N/A N/A

Critical Mail Continuity Services 
Ltd

No Yes Yes Yes Yes Yes

PID Bemrose Booth Paragon Ltd No No N/A N/A N/A N/A

Thames Card Technology Ltd No No N/A N/A N/A N/A

PGS ZenOfÏce UK Ltd No No N/A N/A N/A N/A

Paragon Group UK Ltd No No N/A N/A N/A N/A

Image Factory Retail Graphics Ltd No No N/A N/A N/A N/A

A.E. Tyler Ltd No No N/A N/A N/A N/A

POS OT Group Ltd Yes Yes N/A N/A N/A Yes

Appendix A
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Risk Description Potential Impact Mitigation

Product and Service

The success of the Group is wholly dependent 
on the quality and relevance of our products and 
services.

Loss of revenues if the quality and relevance of 
our relevance of our product diminishes.

•	 Robust data integrity platforms and processes

•	 Continued investment in recruiting and retaining high-quality researchers and analysts 
•	 We are continually developing innovative solutions which enhance both the content quality  

and our client’s user interface experience

•	 Focus on client feedback 

•	 External consultants engaged to review quality control procedures

People and Succession

Failure to attract or retain key employees could 
seriously impede future growth.

Failure to recruit or retain key staff could lead 
to reduced innovation and progress in the 
business.

•	 The Group is rapidly expanding, and the success of this expansion will be determined 
by the groups ability to manage and motivate our people in order to achieve the Groups 
performance objectives 

•	 The Group operates a competitive remuneration package and incentive schemes for 
management personnel 

•	 The Group continues to strengthen the Senior Leadership Team to encourage motivation 
and engagement with the business

Competition and clients

The Group operates in highly 
competitive markets.

Competition and clients The Group operates in 
highly competitive markets.

•	 The Group routinely reviews the competitive landscape to identify potential threats and 
acquisition opportunities 

•	 Our sales team strive to achieve organic sales growth 

•	 Our acquisition strategy continues to bring new clients 
•	 The Groups customer base is diversified by industry and product offering and we regularly 

review our clients to ensure that we are not overly reliant on any customer 

•	 We constantly monitor new technology capabilities and innovation to ensure that our 
products are always contemporary and relevant, which allows us to respond to new 
competitive threats as they arise 

•	 Our data sets, technology platforms and highly specialised printing machinery are both 
unique and difÏcult to replicate 

•	 Provide improved and best in class client support thereby improving customer  
satisfaction and retention

Principal Risks & Uncertainties

The Board continuously monitors principal risks and 

uncertainties on an ongoing basis. This section provides 

major risks with an associated assessment of impact and 

mitigation steps.
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Pandemics Global outbreak of a public health threat or 
fear of such an event could result in increased 
government restrictions and regulations 
including the shutdown of the on-trade, 
restrictions to travel, and quarantining of our 
employees resulting in a negative impact to 
consumer demand, or a slowdown or halting of 
our business operations due to supply or logistic 
constraints, could adversely impact our financial 
performance.

•	 Global crisis management and business continuity management programme in place to 
enhance our capability to react effectively to crises and minimise damage and disruption in 
our business operations

•	 Multi-channel product availability enabling consumers to continue to purchase our products 
for consumption

•	 Established links to government bodies enabling dialogue regarding industry response  
and regulation

•	 Decentralised decision-making enables re-prioritisation and resource re-deployment  
where required

•	 Appropriate IT support in place enables remote and home working

Acquisition and Disposal Risk The failure to successfully identify and integrate 
key acquisitions could lead to loss of profits, 
inefÏcient business processes, inconsistent 
corporate culture and weakened brand.

•	 All acquisitions are subject to rigorous due diligence and operational review, the findings of 
which are presented to the main Board as part of the supervision and approval process 

•	 Where necessary external advisors with either technical and/or local knowledge  
are engaged

Regulatory compliance The Group may be subject to regulations 
restricting its activities or effecting changes in 
taxation.

•	 The majority of the Group’s operations are based in the UK, France, Germany and The 
Netherlands. Appropriate advisors are employed in all geographies to ensure the Group 
remains compliant with local laws and regulations

IT, cyber and systems failure Significant operational disruption caused by a 
major disaster.

•	 Business continuity plans have been implemented across the Group, including disaster 
recovery programmes, and plans to minimise business disruption 

•	 The Group regularly reviews its cyber security and website security protocols

Risk Description Potential Impact Mitigation

Economic and global political changes

The Group’s businesses operate in the UK, 
France, Germany, Spain, Ireland, Benelux, Czech 
Republic, Poland, Romania, Scandinavia, USA, 
Canada and has sales ofÏces in Australia.

Economic and political uncertainty could lead 
to a reduction or delay in client spending on the 
services offered by the Group and/or restriction 
on the Group’s ability to trade in certain 
jurisdictions.

•	 The Group provides high-quality data and analytics services, which are embedded in the day- 
to-day operations of our clients. In times of uncertainty, we aim to provide clarity and insight 

•	 Management of headcount and overheads 

•	 Increased controls over capital expenditure and working capital 

•	 We operate in different geographies and therefore operate in a balanced portfolio of markets

Brexit The UK’s decision to leave the EU is likely 
to result in a short to medium term period 
of economic and political uncertainty and 
complexity.

•	 There is a risk that this uncertainty could reduce demand in the Group’s UK market and could 
adversely impact the financial performance of the Group 

•	 The Group generates a significant portion of its earnings in the UK market, and any significant 
decline in the value of Sterling will impact the Group’s translation of its Sterling earnings with 
consequential impacts on the reported performance and results of the Group 

•	 The Group monitors these risks and actively manages its business to ensure minimal 
disruption to its operations. In addition, there is an ongoing review of any new information 
and policy indications from the UK Government and the EU in relation to Brexit, in order to 
manage the risks associated with Brexit
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