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‘Our strategy is to be
number one for home
deliveries in the UK. To
maintain that, we had to
align all our staff to be
focused on the customer.
We needed to launch new
services, and we needed
to communicate our
commitment and passion
to our customers, so they

know the level of service
they can expect from us.’

\/\/e’re talking with Paul McCormack,
Human Resources Director at fast
growing Hermes, Europe’s leading home
delivery specialist. In the highly competitive
consumer parcel delivery market, the Hermes
proposition is finding considerable success — as
Paul explains the background.

“We're unique in the B2C home delivery
market, as we deliver via couriers — we don’t
use vans. It’s all about good service, built on a
solid foundation of really good local
knowledge, even down to knowing about
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school runs in an area. Our recent move to
this building, Capitol House in Leeds, is all
about supporting the belief in fantastic
customer service. We have a team-based
culture, employing well trained, multi-
skilled staff. What’s more, this place is about
brand projection. It proves to our people
that this is a good place to be, and says to
our clients that we’re successful

Hermes’ success forced the move to
Capitol House because, as Paul frankly
admits, the previous premises in Bradford
didn’t support the ambitious company’s
strategic plan. ‘It was an older building, but
the key issue was that our people were
spread over a number of floors and were
physically separated — creating a
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communication problem. What we’ve done
is to adopt a new agile working protocol.
We're co-ordinating our assets of people
and processes in an environment that’s
totally focused on delivering our customer
service.

Hermes’ Finance Director Rob Edson
confirms this key point. “We realised we
needed a fully integrated and more efficient
workplace — one where the building
supported our people and fully contributed
to the customer experience, not having to
force fit our main asset — of people and
processes — into a disjointed environment.
One where we could attract and retain the
best people could only be achieved by a
whole new workplace’

To help them achieve their ambitious
plans, Hermes chose TSK to help formulate
a plan to achieve greater efficiency and
customer satisfaction by analysing and then
improving their workspace environment.
“TSK went through a process of identifying
adjacencies — who should be working close
together, explains Paul. ‘For example,
previously IT was separated from other
teams. Now they’re right in the middle of
everything. An example of the benefit of
this can be seen in our roll-out of hand
held terminals, a key element of our
efficient service based strategy. I think that
the project would have been disjointed at
our old office. It was a complex project
involving several departments such as
customer service, I'T, operations and change
management — the way we work at Capitol
House was a major contributor to the
success of HHT

TSK Director Andy Burke explains the
extent of the analytical period. ‘It was
important we really understood the nature
of the Hermes business. We met with and
interviewed user group representatives over
a long period so that we could help
Hermes identify the right location. More
than just a building, it had to be a place that
said “This is our organisation, this is our
identity’. Our analysis, which helped Knight
Frank in their search, effectively created an
overlay of the Hermes Organisation. It was
an analysis that brought together
demographics, geography and property to
help create a new brand and a new culture.

‘Tt was an 18 month process, comments
Paul.‘A game of two halves! The first part
was a slow and meticulous process,




involving sensitive strategic decisions. Once

everything was in place, the second phase
was very rapid, the acceleration driven by
our changing business.

“We didn’t do any design work when we
pitched, adds Andy. ‘It was much more
about how we were going to work together
as part of a team, and understanding where
Hermes was going in a period of huge
change. Hermes are expanding their
capability and developing a seamless pan-
European delivery service. A key part of
that is putting the right people together —
it’s about communication and identity.

“We've got ambitious growth plans,
confirms Paul, “and Capitol House is a big
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part of that. It projects a great brand
experience for clients, it’s open and
collaborative. The design flexibility also
increases efficiency’

Our tour of the space is a subtle
confirmation of our discussion. Examples of
collaboration and brand experience are
intelligently in evidence.The ground floor
incorporates a range of welcoming and
professional client facing spaces. The first
floor is essentially home to IT in one wing,
with operations in the other. Linked, not
separated, by a central restaurant,
communications between these core
departments is natural, frequent and
impressive. There’s a consultative approach

which spills over into the way collaborative,
meeting, breakout and focus spaces are
designed. This is about creating a brand
experience which applies internally and
externally. There’s a palpable pride that
pervades. Upstairs is home to finance,
human resources, change management and
commercial departments — with the relevant
departmental directors working with their
business units. It’s a team oriented approach
that’s part of the Hermes ethos as Andy
confirms. ‘It’s consultative and dynamic. The
board directors are approachable and good
to work with!

The space is all about supporting that
culture...which ultimately aims to deliver a
great client experience. Design flexibility
and increased efficiency in an open
collaborative environment underpin
ambitious growth plans. In many ways, one
could say that Capitol House is about a
new organisation and a new identity, rather
than simply new premises.

Clearly a key factor for success has been
the impact on staff and the minimising of
disruption caused by the move. ‘Most of our
staff are local people, confirms Paul, ‘and
I'm pleased to say we lost very few. I think
it’s because we involved our staff in the
whole process and communicated through
user groups. We value our staff, and we
made them feel valued — which is
important. I genuinely can’t remember any
negative feedback, and there was zero
disruption to the business. The key to all
this is that we are now a true business with
our own identity — this has given us the
launch pad to go places’
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