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The 2014 Peer Awards for Excellence

There was no ‘panel of experts’ that sat in secret to judge between the entries of others. Instead everyone
at the conference voted for the initiatives that they found had made the most impact, were the most
innovative and inspired them the most. Even the finalists themselves were judges.
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FINALISTS

The 2014 Peer Awards for Excellence were judged at the June 2014 Awards final/conference, kindly hosted
by RBS at their Central London HQ. Each award (corporate responsibility, customer engagement and
people & performance) had its own dedicated conference day with its own specialist audience.
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Corporate Responsibility Customer Engagement
Peter
Burrows,
Chief
Executive

The voice of the
customer is quite
simply the core of the
Engage Foundation.
A £1m customer
benefit fund, the
Foundation makes
the benefits and
values of belonging
to a mutual both
real and personal
to customers.

It is something we have never done before and something that in
some ways felt a bit alien as a doctor.
But the whole thing has been amazing and I do not think it has sunk
in at all.

Dr Mark Boulter, Chair,
Wales Mental Health in Primary Care

You have all been so supportive which made an alien thing into a
"family" thing but to win the overall prize was nowhere on the agenda
and as you can see I had not even thought of preparing a speech!
Over the next few days I will then have to think with my colleagues
what this means and how we can use this to the maximum benefit of
our patients, our network and the Royal College of GP's.

”

In addition to winning the overall 2014 Peer
Dr Mark Boulter
Award for Excellence, The Royal College of
General Practitioners “Managing Dementia in
Primary Care” entry about providing people
Excellence in Corporate Responsibility and the 2014 Peer
working in primary care with a deeper understanding
Award for Excellence in Education of the Community.
of dementia won the overall 2014 Peer Award for

Other winners
Ikano together with Capital One and Eversheds were winners
of the 2014 Peer Award for Excellence in Education of Young
People with their “Cheese Matters” entry; a workshop for
young people delivered by business volunteers that is
transforming the important (but superficially unexciting)
subject of financial education.

Southwark Council and Veolia were winners of the 2014 Peer
Award for Excellence in Sustainability & the Environment with
their “Sustainable Energy from Waste” entry about supplying low
carbon heat and hot water to over 10,000 residents at no cost to
the local authority.

RBS was the winner of the 2014 Peer Award for Excellence in
Business Awareness for the Community with their “Inspiring
Enterprise” entry about encouraging an entrepreneurial UK by
helping people explore and develop their enterprise potential
and ultimately to start up and succeed in business.

Surrey County Council was the winner of the 2014 Peer
Award for Excellence in Giving to the Community with their
“Coping with the Decentralisation” entry about their being
one of few councils supporting every member of the community
as they address the decentralisation of crisis loans to councils.

Industry Sectors

Engage Mutual was the winner of the 2014 Peer Award for
Excellence in the Financial Services Sector and Turkcell was
the winner of the 2014 Peer Award for Excellence in the IT &
Communications Sector.

Migros was the winner of the 2014 Peer Award for Excellence in
the Retail Sector with their “Store Manager” entry about having
store managers with the right skills and retail competencies in
each of the almost 1,000 stores across Turkey.

www.thepeerawards.com

Speechly Bircham was the winner of the 2014 Peer Award for
Excellence in the Professional Services Sector with their “Life
Matters” entry about supporting the elderly by providing an
awareness of relevant legal issues, whilst also benefiting the
company’s trainees.

Meaningful Customer Engagement
Since launch earlier this year the Foundation has positively
touched the lives of thousands of people, increased social
reach for Engage by 300 per cent, web traffic by 200 per cent,
and created a 40,000 (and growing) member community.
Every business needs to differentiate itself, so how better for a
customer owned business to do this than by making its mutual
status so relevant to customers that it creates a whole new
meaning to customer engagement and beyond?

Turkcell was the winner of the 2014 Peer Award for Excellence in Recruitment, Talent
& Leadership with their “Generation Y” entry about online game, video recruitment
and peer interview being deployed to help recruit the most talented young candidates.

Through Extraordinary You, which comprised 104 events, British
Gas has achieved a number of positive impacts that are aligned
to key measures within the business. Last year engineers
attended 32,000 more boiler breakdowns than the previous
year. The net promoter score, a key indicator of customer
satisfaction, reached a record high and there was a significant
increase in employee engagement amongst the field population.

To launch the company’s bicentenary celebrations there was a
desire within the senior leadership team to remind its valued
workforce of the history and journey of British Gas. In
addition, the milestone was an opportunity to reinforce the
importance of delivering excellent customer service, and to
inspire teams to think and lead with a different mind-set.
The outcome of this need for change, which recognised the
company’s past and communicated a new approach to
customer engagement, resulted in British Gas’s biggest
investment in the development of its people in over five years.
Engage Mutual customer, Anna Strong, with children from the
Farnborough Fins Swimming Club, which has received £25,000 towards
a renovation project which has ensured the pool can stay open

Other winners
British Airways and ORConsulting were winners of the 2014 Peer Award for Excellence in Customer Service with their “Beyond the
Flight Deck” entry about pilots thinking about customer interactions in new and imaginative ways and providing small, well-timed acts
of kindness.

Sponsors and Partners
Engage Customer and World of Learning events featured finalists Engage Mutual,
MetLife, ORConsulting, Phoenix Futures and RBS speaking about their entries.
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Other winners

Extraordinary People Deserve
Extraordinary Investment

But customers are not solely recipients. They play an
increasingly active role in shaping and influencing how the
Foundation runs, deciding which community causes and
personal grants it should support.
Engage asks what matters most to customers personally, and
customers play their part in helping make things better.
Through participation on the Foundation Advisory Panel;
sharing their thoughts at customer forums; nominating
projects; or sharing their stories, customers remain at the
heart of this unique customer benefit.

Frances Gray,
Head of Learning
& Development,
Phoenix Futures

The Phoenix Futures “Work Experience in Europe” entry about staff working
with partners in Europe to develop personally and professionally by sharing best
practice won the overall 2014 Peer Award for Excellence in People & Performance
and the 2014 Peer Award for Excellence in Staff Development.

British Gas was the winner of the
2014 Peer Award for Excellence in
Employee Engagement.

Financial support in the form of Community Awards helps
customers improve something that matters to them locally,
like create a community garden or support a valued local
group. Personal Grants for customers or those close to them,
provide help at times when they need it most. It might be to
provide a carer respite break, or to reclaim independence with
a mobility scooter.

DS

I had hoped to come away with a small prize but no more and as a
very small group of people with no budget for PR etc. we felt we had
no chance, but thought that going for an award could lead to
something (but had no preconceived ideas what that something might
be- it could be a chance encounter).

R

“

Thank you. I had such a surreal day at the Peer Awards Ceremony.

The Engage Mutual entry won the overall 2014 Peer Award for
Excellence in Customer Engagement and the 2014 Peer Award for
Excellence in Voice of the Customer.

People &
Performance

The Extraordinary You programme saw managing directors from
across the business personally host more than 9,000 engineers
over a five month period. The framework for a model visit was
launched, enabling engineers to focus on the key components
required to deliver service excellence when visiting customers’
homes. Instead of just looking at technical skills the company
began to incorporate soft skills, helping engineers to better
understand their personality and, in turn, how to engage
effectively with customers. This new approach was complimented
with the unveiling of a new uniform for engineers.

Judging Criteria
First Capital Connect was the winner of the 2014 Peer
Award for Inspiration with their “Red Balloon” entry
about raising awareness of the children's bullying
awareness charity, and helping out by donating rail passes
to enable more children to visit a Red Balloon centre.

British Gas engineers learning about the heritage of the company

Engage Mutual was the winner of the 2014 Peer Award for Impact.

RBS was the winner of the 2014 Peer Award for
Innovation with their “Raspberry Pi” entry about staff
running practical programming clubs in London schools,
translating IT know-how into something appealing for a
new generation by capturing young people’s interest at an
early age.

SAP was the winner of the 2014 Peer Award for Insight
with their “Social Sabbatical” entry about developing
future leaders by having them work in international teams
to solve business challenges for NPOs, SMEs and
entrepreneurs in the education and entrepreneurial sector
in emerging markets.

www.thepeerawards.com
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The 2015 Peer Awards for Excellence
The 2015 Peer Awards Conference

The 2015 Peer Awards Ceremony

County Hall, Surrey County Council, London
Corporate Responsibility
Customer Engagement
People & Performance
16 June
17 June
18 June

The Waldorf Hilton, London
Champagne afternoon cream tea
25 September

The 2015 Peer Awards Categories
for Corporate Responsibility Excellence
Business Awareness for the Community
helping people gain their first steps on the
entrepreneurial or employment ladders
Educating the Community
developing skills and knowledge for adults
that have been denied the opportunity
Educating Young People
helping prepare young people for
important practical aspects of adult life
Giving to the Community
donating time, money, facilities or skills etc.
to people that are without these resources
Responsible Business
an organisation’s commitment to the
environment, its community, its
customers and its people
Sustainability and the Environment
allowing present and future generations to
exist in productive harmony with nature

for Customer Engagement Excellence

for People & Performance Excellence

Developing Customer Service
training customer service staff and
developing their ability to excel in
customer interactions

Change Management
effectively transitioning an organization,
its people and services to a desired
future state

Marketing
understanding customers and giving them
the products and/or services they want

Employee Engagement
having staff enthusiastically further an
organization's reputation and interests

Providing Customer Care
customers experiencing that products and
services meet or exceed expectations

Professional Skills Training
job/function specific training such as for
technical roles, customer service, sales or
hr etc.

Technology for Customer Engagement
such as the use of mobile and internet for
external communication and building
customer relationships

Recruitment, Talent, Leadership
efficiently attracting, nurturing and
developing the right people for the
right positions

Voice of the Customer
listening out for and then responding to
the requirements of and the feedback
from customers

Staff Development
helping employees learn about
responsibilities and developing required
skills and competencies
Technology for People & Performance
such as working with e-learning, mobile
and intranet for engaging internal
communication or development

Voluntary Sector
how a third sector organisation innovates
to meet challenges and benefit a community

The 2015 Peer Lunches
High-level informal discussions with fellow professionals from different sectors and an opportunity to find out more about the Peer Awards
6 March: Corporate Responsibility
at Charles Russell Speechlys LLP

10 March: Customer Engagement
at Norton Rose Fulbright LLP

27 March: People & Performance
at Norton Rose Fulbright LLP

To enter: visit www.ThePeerAwards.com; select “The Peer Awards” and “Enter Here!”
www.thepeerawards.com

The Peer Awards are devised and run by Stephen Citron and Miriam Ken

