






38 | Start Start | 39

A word from our Chief Executive  Who we are  How we started  Talking to our stakeholders  Looking after our people  Becoming the undisputed customer champion Helping suppliers live our values  Being a responsible service provider  Managing our environmental impact  Our role in the community  CR governance  Measuring performance  Looking ahead

 ESTABLISHING 
GOOD CR GOVERNANCE

There are essentially two areas of 
governance that are relevant to 
our CR profi le: the need to observe 
good corporate governance and the 
importance of embedding CR across 
all of our business operations.

Corporate Governance
As a US-listed company, we have 
to comply with the Sarbanes-Oxley 
Act and other Corporate Governance 
rules. We have developed business 
systems and processes that generate 
the clear accountability and openness 
in the conduct of our business necessary 
to satisfy this requirement. This includes 
things like fi nancial approval bodies, 
contract governance, policies to ensure 
that employees act appropriately, 
and a ‘whistle-blowing’ mechanism 
for employees wishing to report any 
behaviours or activity they regard 
as inappropriate.

Embedding CR in our DNA
The second area of concern relates to 
our governance and management of 
CR more specifi cally and the question 

of how we are embedding it in the 
functioning of our business.

Showing leadership
We know that properly embedding CR 
in our business means that we have to 
engage, and continue engaging, our 
senior people directly. There are two key 
reasons for this: 
•  First, if we want the business to 

embrace CR as an integral part of the 
way we do things, each time, every 
time, then this has to feed into the 
highest decision-making processes in 
the business. 

•  Second, if we want our people to 
embrace what they need to do 
to achieve this, we need to show 
leadership clearly and regularly. 

Getting the right structures in place
We’ve set up a CR Committee that 
is chaired by our Chief Executive and 
consists of the Managing Directors 
from all of the functions of our business. 
This committee is supported by our 
Director of Corporate Responsibility 
and our dedicated CR team. It makes 

independent decisions and reports on 
its activities to our Group Executive 
Committee which, in turn, reports to 
the Virgin Media Board of Directors.

This year we also intend to 
introduce non-executives to the 
Committee to offer additional 
balance and expertise. We want the 
governance for CR to be as good 
as that which we apply to fi nancial 
and operational matters and we’ll 
be developing the role of this 
Committee to achieve that.

Risk management
The Committee keeps a close 
eye on every aspect of our CR 
profi le and has been actively 
engaged in developing a risk 
management approach to CR 
that encompasses all of the 
various risks and opportunities 
that we’ve described to you in 
this report. In time, we want 
this to be more about 
capitalising on the 
opportunities we generate 
when we get things right and 

where CR gives us a competitive edge.
We’ve documented all of our risks 

and opportunites in a CR register that 
the Committee reviews on a quarterly 
basis and are closely monitoring how 
these relate to Group operational 
risk. We’re also ensuring that CR risk 
management is embedded in the way 
our business functions are operating, 
that the right actions are in place 
to control the risks, and that we’re 
identifying where the priorities lie.

Ultimately, we want to be able 
to derive better estimates, in fi nancial 
and business terms, of the impact of 
CR risk management on overall business 
performance. This will put us in a 
stronger position to set specifi c targets 
for improvement and increase the 
sophistication of our CR performance 
management.
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WHAT WE’RE GOING 
TO DO THIS YEAR:

Develop our 
CR Committee 
structure through 
the introduction of 
non-executives

‘We have set up a CR Committee that is chaired by 
our CEO and consists of the Managing Directors 
from all of the functions of our business.’ 
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‘We want the 
business to 
embrace CR as 
an integral part 
of the way we 
do things.’
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MEASURING OUR 
    PERFORMANCE
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WHAT WE’RE GOING 
TO DO THIS YEAR:

Complete the 
implementation of our CR 
data management system

Complete benchmarking 
through the BitC CR Index

Fast-forwarding to the year ahead, 
as our CR programme develops  
we’ll be able to fi nd better, more  
quantifi able and effective ways of  
articulating our progress to you. 

Data management
In some areas we’ve already got 
some good data to enable us to begin 
measuring our performance, while 
in others it can be pretty patchy. 
So, we’ve introduced a new data 
management system, working with 
credit360 (www.credit360.com), to 
improve the reliability, robustness, 
auditability and effectiveness of all 
of our CR data management. 

We’ve started off by focusing just on the 
social and environmental aspects of our 
CR profi le where the data is relatively 
mature and collectable. In parallel, we’re 
developing our understanding of how we 
can do this in other areas and make the 
results meaningful to the business.

Comparing ourselves
We also intend to take part in this year’s 
BitC ‘CR Index’ benchmarking process 
which we think will serve as another 
useful means of identifying gaps in 
the management, reporting and data 
management required to demonstrate 
improved CR performance.
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If you’ve just opened this report and 
fast forwarded to the back page to 
read about all the specifi c measurable 
targets we’ve got in place for 2009 then 
you’re going to be disappointed. But 
if you’ve read through the report then 
you’ll know why most of our targets this 
year are qualitative and based around 
a fi rm commitment to get the right 
structure and frameworks in place across 
our business such that we can set more 
specifi c and quantifi able targets in 2009 
and beyond.

Our commitments
We thought we’d sign off by summarising 
the key commitments that we’ve outlined 
across each of our issue areas (plus those 
relating to talking to our stakeholders and 
performance measurement).

This is what we want to have achieved by 
next year across each of our big issues:
1. Talking to our stakeholders
•  Tested our assumptions with 

our stakeholders through 
structured dialogue

2. Looking after our people
•  Provided a complete account of 

every employee-related CR risk with 
specifi c targets and actions plans in 
place for each

3. Becoming the undisputed 
customer champion
•  Provided a complete account of 

every area of customer-related CR risk 

with specifi c targets and action-plans 
for each

•  Established targets for performance 
improvement across each of the key 
touch-points in our customer journey

•  Developed a Customer Charter 
outlining our core commitments

•  Provided a clear account of our 
responsibilities and action-plans in 
relation to physical accessibility issues

4. Helping our suppliers live our values
•  Identifi ed and begun talks with 

our relevant key suppliers to 
begin addressing our sustainable 
procurement priorities

5. Being a responsible service provider 
•  Established a clear position and 

strategy on our ISP responsibilities
•  Analysed all content-related risks 

relating to our TV channels, Portal 
and Mobile

6. Managing our environmental impact
•  Set specifi c Group reduction targets 

in relation to energy, transport, 
waste (and increases in recycling), 
paper and water

•  Launched ‘carbon outreach’ projects 
in relation to rainforest protection and 
low-carbon lifestyles in the UK

7. Understanding our role 
in the community
•  Provided around 1000 children 

with free broadband at home in 
partnership with the e-Learning 
Foundation

•  Generated upto £1m of support for 
the Foyer Federation

•  Hosted a Silver Surfer day and 
provided a ‘get online’ package for 
sheltered housing schemes

•  Provided every employee with a day 
for local community volunteering

8. Establishing good CR Governance
•  Introduced non-executives to our 

CR Committee

9. Performance measurement
•  Completed the implementation of our 

CR data management system
•  Completed benchmarking through the 

BitC CR Index
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‘We look forward to telling you how we’ve 
achieved all this and more next year.’

LOOKING AHEAD

PAUSE

Over to you…
We look forward to telling you how we’ve 
achieved all this and more next year. In 
the meantime, why not drop us a line and 
let us know what you think about what 
we’re up to? 

You can email us at: 
cr@virginmedia.co.uk 

Visit our website: 
virginmedia.com/about/cr 

Or write to us at:
Corporate Responsibility
Virgin Media
First Floor 
90 Long Acre
London
WC2E 9RA
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