Culture Audit
Part 2: open questions

Introduction
Culture Audit part 2 consists of several open questions that help you gain insight into the culture and
policies of your organization. With Great Place to Work you are able to build an organization in which
people work together based on trust. We especially look for unique and special programs, activities,
interactions and rituals that characterize your organization and how people work together.
Questions
The 9 themes should be handed in as separate chapters in the Culture Audit. Please note: in 2019 some
questions have been reformulated to better match with the developments in the sector. We also added a
few extra questions. In 2019, these questions are optional; you will receive feedback on them but they
will not be included in the scoring. In 2020 these questions will be part of the standard questions. The
extra questions are about maximizing human potential, innovation, values and leadership effectiveness.

If you participated in the Culture Audit before and a program, initiative or ritual is the same as in the
previous Culture Audit, please feel free to use the answers again.

For each chapter, please show:
1.

What the current policy is.

2.

Which programs and initiatives are new and why.
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GENERAL INFORMATION
Please provide us with a brief description of your organization’s primary business in lay
terms. Include a description of your primary industry, products and/or services, and main
customers and competitors.

About us
At Rackspace, we accelerate the value of the cloud during every phase of digital transformation. By
managing apps, data, security and multiple clouds, we are the best choice to help customers get to the
cloud, innovate with new technologies and maximise their IT investments. While the business and its
culture are currently transforming at a fast pace our VISION remains: “to be recognised as the best
technology services company in the world”.
Headquartered in Texas, USA, we have a number of offices in 12 countries across the globe, including
London in the UK, Zurich in Switzerland and Amsterdam in the Netherlands. Our EMEA teams play a vital
role within our global operations, providing support to our international clients during their ‘out-ofhours’ time, in order to enable a 24/7 global operation. Although Rackspace’s overall strategy is led from
Texas, our EMEA operation benefits from a dedicated leadership team who develop localised strategies.
Our workforce spans 6,116 employees globally, with 1,184 located in EMEA, and 32 in the Netherlands.
Our industry and our place within it
Any business that uses cloud computing faces a choice. It can rent access to raw cloud infrastructure and
then handle managing that infrastructure as well as the dozens of complex tools and applications that
run on top of it. Or it can focus on its core business and find an expert and trusted partner to manage its
cloud.
For more and more businesses, Rackspace is that partner. Rackspace engineers deliver the world’s best
expertise and support on top of the world’s leading technologies — including OpenStack, AWS, Microsoft,
VMware, and Google. Our results-obsessed approach to customer service is known throughout the IT
industry as Fanatical Experience™
This level of support can’t be commanded by management, it must be volunteered by our employees,
affectionately known as ‘Rackers’ (globally) or ‘Racksterdammers’ (for the Amsterdam Rackers) who
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take great satisfaction in problem solving and delivering great outcomes for our customers. In turn this
helps them concentrate on their own businesses first. Our Rackers are empowered to spend time and
money to do so and feel part of a uniquely supportive workplace. For some companies, being a great
place to work is something that’s nice to have. For Rackspace, it’s a business necessity.
As a recognised Gartner Magic Quadrant Leader, we are uniquely positioned to close the gap between the
complex reality of today and the promise of tomorrow. Passionate about customer success, we provide
unbiased expertise, based on proven results, across all the leading technologies. Rackspace has been
honoured by Fortune, Forbes, Glassdoor and others as one of the best places to work. This included
being ranked in GPTW lists for over a decade. Learn more at https://www.rackspace.com/en-nl,
http://rackspace.jobs; and opencloudacademy.rackspace.com
Customers
Rackspace serves more than 300,000 business customers in 150+ countries, including hosting many of
the FTSE 100 companies. Some of our key accounts include household names such as Exact, LeoVegas,
Boozt and Transsmart.
You can find stories about our customers and why they love Rackspace’s services (and our culture and
Rackers) at http://stories.rackspace.com/
Our main competitors are:
•

Claranet

•

CloudReach

•

Nordcloud

•

Accenture

However, our biggest competitor is inertia. That’s what keeps the majority of the world’s computing inhouse in corporate and government data centres, managed by in-house IT staff. More and more of those
mature companies and government agencies are trying to get out of the IT business and focus on their
core business. As they move to the cloud, they are seeking expertise and support in their own
transformation, which we’re working hard to provide.
In 2015 we took the bold step of partnering with two of our biggest competitors – Amazon Web Services
and Microsoft Azure. We now offer our trademark Fanatical Experience™ on top of their technology,
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offering customers a ‘best of both worlds’ solution.
In 2017, Google chose to Partner with Rackspace to be the first Managed Service Provider for Google
Cloud Platform. This decision was made by Google due to not only a terrific history on designing,
building and operating our own Public Cloud (which was a conception between Rackspace & NASA), but
also due to success that we have encountered with AWS and Azure. The culture fit between Google and
Rackspace made it a great alignment from a partnership perspective. In addition to being the first MSP,
Rackspace is the first and only authorised partner to deliver Customer Reliability Engineering – a
program to enable business to start the journey, or improve their journey, of adopting Google’s Site
Reliability Engineering processes to improve reliability of Applications. Finally, in 2018, Rackspace
launched the first Managed Security offering on GCP which allows customers to utilise Rackspace’s
expertise for keeping environments secure from the ever-evolving threat landscape.
A quote from Google’s Head of MSP Partnerships, Zoltan Szabadi: ‘We’ve chosen Rackspace as our first
managed services Partner because it is the company, we trust to deliver such a high level of expertise and
quality of support to our customers.” Watch the full video here: https://www.rackspace.com/managedgoogle-cloud/lp/google-support
Brand refresh
In March 2019 we launched a new global brand refresh. You’ll notice that we've retired the Fanatiguy
icon from our logo, making “rackspace” our main logo that we go to market with. We’ve introduced a
new “r” icon which is used when there’s less physical space and in marketing and advertising
opportunities. We’ve also updated our brand colour palette and font, and well as introduced Rackshapes
– a new set of icons for Rackers to use to represent or compliment a theme in a presentation or
marketing material. The new brand helps us globally align as a company and gives us a more modern
feel. To celebrate the launch of our new brand we had an internal global reveal followed by regional
celebrations to help bring the new brand to life.

New Rackspace logo and icon
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New style brand imagery

Global brand launch event celebration
Our new CEO
April 2019 saw Rackspace appoint our new CEO, Kevin M. Jones. As Rackspace's chief executive officer,
Kevin Jones is responsible for the company's global strategy and operations – spanning the U.S. and our
three other continents where Rackspace maintains offices and data centres.
Prior to joining Rackspace in April 2019, Kevin was the Chief Executive Officer of MV Transportation, the
largest private provider of paratransit services and the largest privately-owned transportation
contracting firm in the United States.
Kevin has an impeccable record in leading business transformations by inspiring organisations to
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increase revenue, profitability, market share and customer satisfaction. At DXC and HPE, Kevin
transformed the Americas into the company’s most profitable region. Before joining DXC and HPE, Kevin
served as chief customer and sales officer for Dell Services, where he led all go-to-market functions for
applications, business process outsourcing, infrastructure services and cloud computing businesses. In
his three years at Dell, Kevin grew revenue by 11%, increased profitability by 12% and raised Dell’s
customer satisfaction score (Net Promoter Score) from 0 to 51.
Kevin spent 21 years in executive positions at Hewlett Packard and Electronic Data Systems (EDS), in
both Europe and Asia. As Senior Vice President of Enterprise Services, Asia Pacific and Japan, he increased
profitability by 25%. At EDS, as vice president, UK Government, he saved the relationship with the
organisation’s most profitable customer and signed $4.5 billion in new business.
Since joining Rackspace Kevin publishes a regular internal global blog about our customers, partners and
what he gets up to at Rackspace – his first week in our US Head Office, The Castle, saw him have fun in
the dunk tank.
Within a few weeks of joining, Kevin had been to our EMEA head office and to APAC to visit the teams
there. From the start his drive and personality has won Rackers over by his engaging and driven nature.

Kevin Jones, CEO – First week at Rackspace
Core Values and Behaviours
In September 2019, we globally launched our new Core Values to all Rackers. Our refreshed Core Values
are authentic to who we are and who we need to be. The behaviours are ones that Rackers exemplify in
our best moments and in our best interactions.
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Why did we launch our new Core Values in 2019? Well, over the years, Rackspace has grown both
organically and through acquisitions. The complexity and number of our offerings has also grown and
the way we serve our customers has evolved from Fanatical Support™ to Fanatical Experience™. At the
same time, our customers’ needs have changed and so has the market. What hasn’t changed is that our
customers remain at the centre of everything we do. As we continue to evolve, our Core Values – our
fundamental guiding principles – must be crystal clear so that they help us consistently deliver Fanatical
Experience™.
The refresh of our Core Values has been driven, led, and designed all by Rackers, based on Racker
feedback including RackerPulse and Dennison culture surveys, Racker chats, All Hands surveys, Town
Halls to name a few. Rackers have expressed the desire for more clarity around how our Core Values
help us be more accountable to each other and our customers. The Core Values were not dictated to us
by leadership or by our owners, Apollo. Rackers from all levels, functional units and geographies
provided feedback and many participated in facilitated workshops to help determine what the new Core
Values would be. They considered a wide range of inputs including our mission, strategy, priorities,
brand, market and customer needs to ensure that these new values are what will help guide our actions
and behaviours and best represent who we are and who we strive to be for our customers.
•

Excellence: We're an accountable, disciplined, high-performing company with proven results.

•

Customer-driven: We're proactive, collaborative, and committed to success for our customers.

•

Expertise: We're passionate learners, rooted in our customer's business to provide unbiased
solutions.

•

Agility: We're adopting new technologies and evolving services to meet customers where they
are in their journey.

•

Compassion: We're one team doing the right thing for our customers, communities and each
other.
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Just as in the brand guidelines, the gradient circle represents the customer and the open circles
represent Rackers in our core values. The Rack shapes represent each Core Value as follows:

We held regional launch events where we introduced the new values and behaviours and had Rackers
bring them to life on stage. Along with each new Core Value comes defined behaviours that will help
clarify what each Core Value means. Rackers see physical representations of the new Core Values in our
offices around the globe but, more importantly, our Core Values inform how we show up and serve our
customers and each other every day. The new Core Values are being embedded in everything we do – in
our programs, practices and processes such as recognition, hiring and onboarding, training, performance
management, vendor selection, to name a few. These values are intended to be the constant thread
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throughout every customer interaction and every Racker’s experience with Rackspace. And of course,
fun desk drops of Core Values SWAG.

Some ways our Core Values are shown – banners, communal mugs, t-shirts and badge passes.
Our strategy and mission
With a new CEO came a new strategy and mission. Our core values and behaviours are the base which
help shape our strategy and mission however everything we do is encased in Fanatical Experience™
Our mission is to be recognised as the best technology services company in the world. And to get there
we are guided by three strategic priorities: being a Best Place to Work; providing a Fanatical
Customer Experience; and delivering a Superior Financial Performance. This means for us that we
are the best company to close the gap between the complex reality of today and the promise of
tomorrow. We accelerate the value of cloud, during every phase of a customer’s digital transformation
journey. We deliver a Fanatical Experience™ focused on our customers’ success… the best customer
experience in the industry.
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1. HIRING AND WELCOMING
1a. Hiring
•

When recruiting talent, how do you ensure job candidates fit into your culture?

•

How does your hiring process (recruiting, interviewing procedures, etc.) ensure
that a job candidate will fit into your culture?

Finding the right new Rackers is essential to maintaining our culture and continuing to deliver Fanatical
Support® to our customers. Making sure that we continue to employ this calibre of people can be a
challenge, but one we have become very good at... here’s how:
Vacancies are always advertised internally first, as we love to promote from within wherever possible.
This is more challenging in a small office, especially with so many recent new hires, however in 2019 we
promoted one Racker, and based on our recent growth we have many more talented Rackers proving
themselves ready for the next step in their careers.
Rackspace Jobs
Rackspace Jobs is a celebrated talent website that features stories from our employees about their lives
as Rackers. Topics vary from team celebrations, to experiences that brought Fanatical Support® to life,
to the charitable work done by our Rack Gives Back initiatives, and even the activities Rackers have done
for other Rackers – treating them like family.
Rackspace Jobs also profiles individual Rackers sharing their unique stories, challenges, individual and
team wins and the ultimate impact they have had on the world through serving our customers.
Additional online exposure
In addition to publicising vacancies on Rackspace Jobs, we also post on job boards including Indeed,
Total Jobs and Reed, as well as utilising LinkedIn and social media. When possible, we will include videos
within the advertisement, whereby the manager and teammates will discuss the requirements of the
role. We also have our very own #HelloRacker series that we share on social media weekly, showcasing
our amazing Rackers as they discuss #Rackerlife.
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Our #HelloRacker series
Racker Referrals
Rackers are the experts when it comes to who and what makes up a good fellow Racker, and so we also
encourage Rackers to recommend friends and family to our business. We pay a reward fee of €1-3’000
(depending on role) for successful referrals, e.g. once they pass their probation period.
Our Racker Referrals program has been continuously improving over the years. After feedback from
Rackers, we have made some huge improvements, for referrers, referees and recruiters. When Rackers
sign in with their personal social account (Facebook or LinkedIn) they can promote job openings to their
social networks. They will still be eligible for the referral bonus even if they don’t actually know the
person that responded to their unique link!
Applicants who have been referred by Rackers are more likely to be hired than general applicants. In the
highly competitive talent war we find ourselves in, referrals have consistently hovered around 25% of
hires, annually. This is a testament to the overall health of our culture to which Rackers are comfortable
recommending the company to their friends and family.
The interview process
Once we’ve attracted a candidate, the next step is a telephone interview where basic technical questions
and/or experience are discussed to assess whether the base level functional criteria is met. Our highly
trained recruiters are Rackers first and foremost, so they know what kind of person will be a good fit.
Following this, candidates come to our office in Amsterdam to meet with the hiring manager and team
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and are asked various questions in order to ascertain whether they will be right for the role –
particularly around culture and values. These “Rackspace Core Values Interview Questions” are asked
regardless of position – whether you’re a junior team member or a new MD, our values are just as
important at all levels. As we are a small office, Racker fit is really important for our team dynamic. The
questions include examples of going beyond the call of duty; delivering results and being accountable for
our actions; having a passion for learning, able to demonstrate expertise; being adaptable to change and
evidence of teamwork and caring about co-workers. The answers the candidate provides allow the
interview panel to assess whether they will fit in with our cultural ethos.
The final step in the selection process is a second face-to-face interview with the relevant Director and
sometimes other team members and leaders. This interview is designed to ensure that the candidate is a
good fit with the existing team and has the correct characteristics for the role. Often, we will fly the
future Racker to meet with leaders based in the UK and the wider team.
Ensuring we source the right candidate
Throughout all our recruitment activities, our focus is on finding the best person for the job, rather than
finding someone quickly. For this reason, it’s not unusual for it to take several months to source new
recruits.
Assessing the candidate experience
To show how serious we are about creating a world-class candidate experience, in 2016 we introduced a
Net Promoter Score for candidates to give us feedback on their interview experience, with an NPS survey
being sent to any candidate that has an onsite interview. Our annual scores continue to see growth from
+37 (classed as ‘good’), to +53 (classed as ‘excellent’).
[Racksterdammer Story] Arend, Sales Executive: “The interview process was very clear, with a total of
three rounds to pass. The first two rounds were concluded with the recruiter and future colleagues. Bert
Stam in his role of Sales Director was also involved at that stage already. After successfully concluding these
interviews I received case material and presentation material and had to prepare a presentation for the
final round for Bert and one or two colleagues. Once successfully concluded I worked with HR to complete
the necessary paperwork in order to ensure that everything was in place and ready for the first day.”
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1b. Welcoming
•

How do you welcome new employees and integrate them into your culture?

Our approach to welcoming new employees
At Rackspace Amsterdam we do all that we can do to make sure that our new hires feel welcome and
part of the family from day one! We invest heavily in on-boarding as it plays a crucial role in maintaining
our culture and making the journey to competence seamless and swift. Our on-boarding program is an
experience that cements the new hire’s decision to join us and affirms their place in our company.
Key elements include:
Pre-Start
Pre-start begins after verbal job offer acceptance and involves document completion and
security/background checks. The Rackspace experience starts at this point by setting up key touch
points and expectations.
Strengths test
Once a candidate has formally accepted an offer, as part of their onboarding process they then take a
“strengths-finder” questionnaire, developed by performance-management specialist, Gallup, which
establishes the individual’s key strengths as an indicator of natural abilities. We do this because
Rackspace takes a keen interest in every individual that walks through the door and we encourage
Rackers to do what they do best. Managers focus on enhancing the key strengths of their employees and
encourage them to develop their career in the direction that best matches their abilities and interests.
Name badges
We affectionally call our new recruits “Rookies”, a term that’s used until they pass probation. All Rookies
receive a Rookie name badge, designed to highlight the fact that they’re new and need support and
guidance. The badges also list the top 5 strengths of each Racker.
Flags
One way that we help new Rookies to feel welcome and at home is to erect a flag of their choice above
their desk. We ask them to select a flag that represents their personality, whether it be their nationality,
county, or sports team. Not only does this help Rookies to feel at home, but as the majority of people
choose their national flag (or even regional flags from within Holland), it also promotes a culture of
diversity and inclusion.
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We invite Rookies to erect a flag of their choice above their desks
Welcome Home inductions
On their first day, Rookies attend “Welcome Home” – an induction where we provide new hires with
information on their new office, highlighting key features, locations and all relevant teams based in other
locations. This first day aims to be engaging, to represent our culture and to create a strong emotional
connection. Each new Racker joining the Amsterdam team will generally be introduced at the weekly
office kick-off meeting, where all Rackers across the office join together for breakfast and weekly
updates and will personally meet and welcome the new starters as they join their new home.
Notifying the wider team
We send out an email to all International Rackers detailing our newest joiners at the beginning of every
week. This includes a photograph, job title, reporting manager and our legendary “10 things” – a list of a
new Racker’s top 10 interesting facts about themselves. These make great conversation starters!
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Example of a Racker ’10 Things’ update

Rookie-Orientation (“Rookie O”)
Rookie O is a three-day program held in the UK within the first two months of being at Rackspace. We fly
all of our International new Rackers across for the week. The program provides cultural acclimation,
business and strategic insight including an overview of the important customer journey and helps to
build a network. It introduces new employees to how the business works and what all the different
departments do. This allows Rackers to have a greater understanding of Rackspace as well as how their
role relates to the overall company vision.

Rookie O in our UK office
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Rookie O is heavily focused on providing a fun and engaging experience using games and competitions.
For example:
•

All Rookies are placed into teams and receive points throughout the three days. On the final day
the team with the most points receives t-shirts, and one person from the cohort is voted to
become the “Natural Born Racker”.

•

Each day features between 4-5 presentations from experienced Rackers, and to add further fun to
the mix, Rookies can vote on their favourite presenter, with the most popular presenter receiving
the coveted Leading Light trophy.

•

All Rookie teams are required to create a video or presentation to showcase how they interpret
the Rackspace values and what they mean to them personally. The presentations are scored by
the course presenters, with the results contributing to the Rookies’ overall scores for the three
days.

•

The whole event culminates at a presentation ceremony at our office, with Rookies taking a quiz
against established Rackers.

Rookie O is designed to be a fun and engaging experience.
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We generally offer an extended training period in the UK offices for relevant Rackers to better
understand the International business and to build essential relationships to help them be successful in
their roles, even when based in a remote office. We run classroom training on topics such as “Hosting
Fundamentals” and “Sales Fundamentals”, designed to provide a sound basis of role-specific knowledge.
[Racksterdammer story] Sashka, Solutions Architect: “My onboarding at Rackspace was a great
experience. On my first day I was warmly welcomed by my colleagues and I immediately got all the
necessary work equipment, including laptop and a mobile phone. The same day our HR department enrolled
me in the "Welcome Home" program, which is a series of interesting videos that helped me to quickly get
around and familiarize myself with the essential workplace tools.
After a few days I flew to our UK office for Rookie-O. This is a 3-day training that takes place in
the Rackspace Academy, in our UK office. During Rookie-O I got the opportunity to meet and bond with my
future peers, and I learned a lot about Rackspace through fun games, quizzes and presentations. Rookie-O is
probably one of the most exciting things of the onboarding and it's a unique experience. In the following
months I attended few more trainings in the Rackspace academy. Having our own Academy is one of my
favourite things about Rackspace and it was one of the things that attracted me to join Rackspace.
I continued my onboarding with the SEAL (Solution Engineering Accelerated Learning) program. As part of
this I had the chance to get to know my direct peers better and the Rackspace management team, and I had
many training sessions for all the topics relevant to my work position. Rackspace made sure that I am well
trained and prepared before I was assigned tasks.
I really couldn't have wished for a better onboarding experience. I was provided with all the necessary
information at every moment, I was trained properly, and my colleagues and managers were there for me in
every step of the journey to support me and help me. I am endlessly grateful to be part of an amazing
company with amazing colleagues and management.”
Shadowing program
Our shadowing program provides new starters with the opportunity to spend time working with
different people in the office before starting out on their own. Different teams in the office run their own
onboarding plans in their own ways, reflecting what’s best for the individual role, but share common
themes, like enablement, support and respect.
New Sales Racksterdammers are part of a formal onboarding program. The program is executed both
online and offline in our UK office in London. For the first three months clear KPI’s are set and reviewed.
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All to support the newcomers to be as quick as possible up to speed and familiarize with the product and
services portfolio of Rackspace both, managed and professional services.
The Solution Architecture team utilize a 90 day onboarding framework, including areas such as “Meet &
Greets” for key stakeholders, technical training and certifications, sales process onboarding (shared with
Sales), and a shadowing process that starts with observing, before switching to leading with a colleague
joining to support until live in role.
Assessing the impact of our approach
Our entire On-boarding program is designed to set new Rackers up for success and by that we mean
their own achievements as well as Rackspace’s. Bringing on board the right people, integrating them
quickly into the business and helping them with all they need to know at the right pace and right time is
a crucial element of our people strategy. It’s a continuous effort that takes commitment and courage from
all our leaders, who place huge importance on investing in our new starters, every time, no matter how
busy they are.
The evidence shows we’re getting it right. Feedback from the talent we hire (many of whom have come
from top 100 companies) tells us that our on-boarding is the best they have experienced. Furthermore,
our NPS for Rookies is currently at +100 (classed as “world-class”).
Example comments received from Rookies include:
•

“Honestly, this is the best introduction to an organisation I think you could have.”

•

“It was very good to get to know new people and network. It has also given me more confidence to
speak with others and ask questions.”

•

“Rookie O gave me the perfect orientation to navigate the business.”

•

“What an incredible 3 months at Rackspace! On my first day I was greeted by a “Welcome Home”
card signed by my whole team with a little message from them – a small gesture, but it made me feel
settled from day one. Over the next 3 months I have been able to see that every Racker lives and
breathes the core values which is incredibly refreshing.”
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2. INSPIRING
2a. Inspiring - meaning
How does your company inspire employees to feel that their work has more meaning than being
just a job? Please distinguish between:
•

Programs designed to reinforce your organization’s values, mission, vision, etc.

•

Practices that show employees the value of their work for customers and/or society.

•

Stories shared with employees that foster a sense of pride in the organization.

Recruiting the right Rackers
With such incredible growth, we are very careful about recruitment and always hire people whose hearts
and minds are already a great fit for our vision “To be recognised as the best technology services
company in the world”. See Q1 – The Interview Process for more details. In addition, by completing the
three-day Rookie O induction, we ensure new Rackers fully understand our values, mission and culture.
Inspiring through the Community
We touch on this more in Q9b, but our Rack Gives Back charity program is an excellent example of being
a part of something bigger. We are committed members of our local and global communities and
regularly unite as Rackers to give something back.
Inspiring Collaboration Across Teams
This year Rack Gives Back collaborated with Lavender for Mental Health Awareness week to bring Doggy
De-Stress into Rackspace across EMEA. Racksterdammer Joost brought his dog Toot into the office. She
was in for the day, just generally keeping herself and the rest of the office happy! Teams across
Rackspace worked together to bring this to life and inspired Rackers to come forward and realize that
the requirement to sit back and unwind is necessary for your mental health… Toot and our 4legged friends across our other offices helped us with that!
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Toot in the Amsterdam office!
Receiving inspirational presentations
We ensure our Rackers benefit from receiving inspirational presentations. For example:
•

Rackers were invited to attend the Texas Conference for Women which gave them an opportunity
to hear from great speakers like Megan Rapinoe who is a two-time Women’s National Soccer
World Cup Champion, and co-captain of the US Women’s National Football Team, and Carla
Harris, VP & Managing Director of Morgan Stanley. They both spoke about how they achieved
success in their respective careers.

•

We’ve also heard from our own leaders who shared their personal stories. In October, Kevin
Jones, Rackspace CEO, brought in our Rackspace founder and former CEO Graham Weston, for a
fireside chat. Their conversation covered Graham's entrepreneurial career and Rackspace's
inception and growth. There was also a special Racker to the Core award given to our company's
founder.

Fireside Chat between Kevin Jones, Rackspace CEO, and Graham Weston, Rackspace founder and
former CEO
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Kick Off events
Our annual Kick Off is a unique event where we present to the entire EMEA team in a mixture of a look
back over the last year and a focus together on the year ahead. All of the Racksterdammers attended the
event in person. It’s an inspirational event to start the new year strong so we all learn (and are inspired)
together. Our Internal Communications and Events teams spend months ensuring that the information
and presentations are delivered to engage and delight with a relaxed and celebratory mood so that
everyone leaves motivated for the year ahead. Each Kick-Off is themed in line with our strategic
priorities for the year ahead - to kick of 2019 the theme was “Out of this world”. We had space themed
decals on the floors to intrigue people and space themed sweet treats to desk drop to get people excited
to launch into 2019. After the formal presentation everyone was invited for drinks and a quick bite. All in
all, it was a very pleasant day with some key learnings AND some fun.
In addition to our Company Kick Off event, we also hold smaller Kick Off events for specific teams (such
as Global Solutions and Services, Sales, Marketing, and Support), with the presentations being tailored to
the specific departments.
Open Book events
Throughout the year we have monthly “Open Book” sessions run by our EMEA Leaders, where all
Rackers are invited and kept up to date with achievements, progress and goals relative to our Scorecard.
These one-hour events are held in our auditorium in the UK office and are available to watch live through
our Zoom tool. The content is roughly 60% strategy updates and 40% recognition and celebration of
Racker achievements and milestones. We take this as a prime opportunity not just to recognise Rackers
for their achievements, but also to celebrate important milestones, including anniversaries and passing
probations. We also invite customers to Open Book events so they can speak directly to Rackers about
the impact Rackers have on their business, and how our approach and service is different from our
competitors.
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Racksterdammers watching Open Book, December 2019
Open Book is streamed live in the kitchen for those who are in the office to watch together, with others
live streaming remotely. Featuring multiple Dutch customer success stories, the team also discusses the
session via group instant messaging as it progresses.
Our US office runs a monthly Open Book as well, so Racksterdammers have the option to attend that via
Zoom too. All Rackers globally are welcomed to ask questions at the end of any Open Book. In the EMEA
session we use a tool called Sli.do to answer questions live at the event, as well as polling Rackers at the
end, as their feedback is used to help understand what is really on Racker’s minds, and to shape the next
Open Book content.
Showcasing Customer Stories
We work with customers to help them share their technology successes. The focus of this program is on
creating real value for our customers and Rackspace – a typical customer story will be launched with
media outreach, featured in a suite of films, a written story, blog and be amplified on our social channels.
We get great feedback from Rackers that bringing these stories to life not only helps non-customer facing
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Rackers better understand the value Rackspace delivers, but also provides real inspiration in terms of
illustrating how Rackspace is delivering impactful outcomes. As mentioned in the Introduction, we
regularly work with our customers Exact, LeoVegas, Boozt and Transsmart to share their stories across
our business.
Inspiring through customer NPS
As Rackers we are inspired by our ability to contribute to the success of our customers. This fanatical
customer service helps us create an “Army of Promoters.” Rackers love it when they hear they have
helped a customer in their time of need. Here in Amsterdam, we are eager to go the extra mile when we
have the opportunity to surprise or delight our customers. We like to celebrate our customer’s successes
on their journey with us and when reaching successful milestones (such as the end of a project or the golive of a new application) will often share that in the form of a celebratory cake.
A great example of this was the start of a new project for one of our customers. The combined project
team was spread around three locations. For each of the locations we arranged a cake with the combined
customer/Rackspace logo. This initiative sweetened the initial conversations and led to an open and
productive collaboration. A second example was the birth of one of our customer’s son. We arranged a
nice children's book customized with the baby’s name. This showed that we as Rackspace are not only
focused on the business aspect of our customer relations but also on the personal aspect.
One of our core values is EXCELLENCE. This goes hand-in-hand with our drive for Rackspace to be a
GREAT company. In order to fulfil our vision to be recognised as the best technology services company in
the world. It is crucial that we understand what we are doing right and where we can improve that
service.
In order to identify this, for a number of years now we have regularly asked our customers one simple
question and to rate us on a scale of 0 to 10 as to: "How likely is it that you would recommend our
company to a friend or colleague?" This provides us with our Net Promoter Score. The results are shared
with Rackers every month at Open Book, to help them understand our customers’ experiences with us
and how we can continuously improve our offering to them. This empowers Rackers to implement
changes that positively impact our customers.
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2b. Inspiring - Leadership effectiveness (optional)
Please describe your executive team’s current short and long-term strategy and philosophy for
ensuring a successful business. Describe the process for developing it and give specific examples of
how you communicate it across all levels of the business.
Top level commitment
All of our leaders – VPs down to line managers are passionate about the business. They communicate
regularly through a variety of tools (e.g. meetings, all-hands presentations, email, newsletters) to share,
celebrate and reward. We are all one team and it makes a difference.
Leadership investment
A focus for us in 2018 was to engage our community of Directors and above across EMEA (approx. 47
people) to extend their leadership role outside of their own areas. We are encouraging cross-functional
teams to solve problems outside their own area of expertise. This is intended to build a network of these
leaders and upskill them.
To enable this upskilling, we invested in a day with The Energy Project. The Energy Project has
developed a scientifically based approach to energizing people physically, emotionally, mentally and
spiritually so they can perform sustainably at their best. To embed and sustain high performance, we
build cultures of continuous learning, feedback, and growth so that people’s capacity can keep pace with
relentlessly rising demand.
2c. Inspiring - Values (optional)
Please share your organization’s values or guiding principles, and how they are lived out in the
organization. Describe things such as:
•

What is unique about your values

•

Examples of how values are put into action day to day in the workplace

•

How your values are integrated in the design of program/policies

•

How your values influence decision-making, especially strategic or difficult decisions

Please refer to the general information for the details of our new core values, launched this year.
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Embedding our values
Graham Weston, one of our founders said that all Rackers should be “a valued member of a winning team
on an inspiring mission”. We take these words seriously with each manager using them as a guiding force.
These words, along with all of our core values, are painted on the walls of our offices and data centres
around the globe as constant reminders.

Graham’s message on the wall in our office

Our values are proudly displayed on our office walls
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At our launch event in September 2019, Rackers shared their own stories about what the new core
values meant to them in their own roles. To bring it to life, these Rackers were selected because they
were from different parts of the business, in varying roles and levels of the organisation, different tenure,
and in fact Zarik represented Rackers from another company that Rackspace had recently acquired.

Rackers shared how meaningful the new Core Values were to them
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3. SPEAKING
What are the distinctive ways in which managers, especially senior managers, share information with
employees and foster a culture of transparency?

Ensuring a transparent approach
At Rackspace we are as transparent as we can be, and we live by this in all we do. Trusting Rackers with
information about the company is one thing we pride ourselves on. We feel that each Racker should
know the ins and outs of what is transpiring within the business so that they can lean in to help when
needed or celebrate our wins.
Utilising a philosophy of servant leadership
Our leaders operate on a philosophy of servant leadership and as such, transparency is a key priority for
them. It also allows Rackers to contribute ideas and question decisions. While traditional leadership
usually involves the exercise of power by someone at the top of the hierarchy, servant leadership turns
this on its head; instead of the people working to serve the leader, the leader exists to serve the people.
We believe that when leaders serve first, they unlock purpose and ingenuity in those around them,
resulting in higher performance and engaged, fulfilled employees.
[Racksterdammer Story] Bert, Sales Director & Office Leader: “I feel quite familiar with the servant
leadership style. In my opinion and definition this is all about being a coach instead of driving your fellow
Rackers; building goodwill instead of expressing your authority; generating enthusiasm instead of fear; it is
all about us not me or I; support to fix breakdowns instead of blaming people (in public); showing how it is
done instead of knowing how it is done; developing people instead of ”using” people; giving credits instead
of taking credits; asking instead of commanding; saying “let’s go” instead of “go”.”
Providing a variety of communication channels
1. Annual Kick Off
As detailed in Q2a, our annual Kick Off is a unique event where we present our strategy for the year
ahead to the entire EMEA team, as well as recognising, rewarding and celebrating our successes from the
past year.

Culture Audit part 2

2. Open Book events
As detailed in Q2a, our regular Open Book events provide a platform for strategy updates as well as
recognition and celebration of Racker achievements.
3. Team meetings
Team meetings are an important part of the Rackspace culture. A key part of the communications
process is to ensure it is two-way and not simply top down. Managers will typically have team meetings
and one-to-ones once a week or once a fortnight to ensure communication channels remain open and
Rackers can discuss anything close to their hearts. In Amsterdam, each week starts with the weekly
office huddle with everyone in the office invited, joining for breakfast and updating each other on
company announcements, team priorities for the week and any personal updates. From there,
all teams break out into their own weekly huddles, more focussed on their team updates, knowledge
sharing and initiatives. Both huddles also include video conferencing, for those travelling or working
remotely.
4. Directors sessions
Every month our cascade process begins with an EMEA’s Directors session where key messages are
shared and discussed. Bert, our Amsterdam leader, attends these, and then briefs our managers on the
same strategy and project updates which they can cascade down to their teams. This way we make sure
that our Managers are equipped to answer any questions Rackers may have. The messaging continues to
front line Rackers through our Open Book sessions.
5. Open plan offices
Our Managers make time for banter with their teams but also make themselves available for serious
discussions. This helps to make the working environment open, friendly and honest. An open-plan office
structure further aids this friendly feel and means that all of our managers sit among their teams and can
help and support where necessary. Their approachability is one of the reasons this is such a great place
to work and helps build on a culture of us all being “valued members of a winning team”.
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Our open plan office and break out areas
We designed our offices to have a strong Dutch theme throughout, including rooms named after famous
Dutch people. Our Racksterdammers were consulted through the process of office design. We have
retained the open plan approach but have also created smaller places for people to have one to ones, or
just to catch up in a quieter, more informal location.

Our themed offices
This year we extended our office due to our recent growth in our Professional Services team. We carried
on the consistent décor themes for the meeting rooms, but we have left the rest to the Racksterdammers
to decide how to decorate it!

Our new office space
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[Racksterdammer Story] “Professional Services in the Netherlands is very much a start-up within an
existing business. This function has grown from 0 to 10 people in the Amsterdam office within a year.
Because a lot of our work is done delivering work at the customer site, and we support customers across the
EMEA region, we travel a lot. However, we do make an effort to keep each other up to date on where we are
and what we are doing as a local team. We have weekly PS team huddles as well as quarterly local PS fun
budget and a team WhatsApp group where we share our whereabouts or the latest on our engagements.
Being a small, fast growing team that is often outside of the office means that we also need to update our
“office bound” colleagues regularly on what we do. We have sharing sessions such as George’s presentation
on the PS Service Management function.”
6. Town Hall events
Our Town Hall events are created for Rackers, especially if there is one topic that needs a significant
amount of time to explain it. We don’t want to rush through content, we want to make sure Rackers
understand and are able to ask questions. We hold these regularly on product and strategic investment
related topics. Recently we have had a number of Town Halls to introduce Rackers to our new COO and
GM of Americas. These are always accessible over Zoom, with the opportunity to ask questions.
7. Business Unit All Hands events
Senior Managers take the opportunity to share information and celebrate with their Rackers via our
Business Unit All Hands events. These events typically take place quarterly and are very much like the
monthly company-wide Open Books, but with information that specifically relates to that specific
business unit. This gives the leaders time to share the information they believe their Rackers need to
know. It also allows them to celebrate milestones, birthdays, etc. As all of our Racksterdammers report
up into different functional areas, they dial in to their BU All Hands sessions over zoom.
8. Our newsletter – Off the Rack
We have a digital newsletter called Off the Rack, which goes to all Rackers. Its digital nature enables us to
easily filter the content based on the recipients’ location, role and seniority, ensuring readers only
receive content that is relevant to them.
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“Getting closer to…” sessions
In 2019, on the back of our Kick-Off event, we gathered feedback from Rackers on the topics they wanted
to hear more on in the first six months of the year. We used this feedback to run several “Getting closer
to…” sessions which are Town Hall style events only focusing on one topic and taking a deep dive into
that. Due to their success we continue to use this format and have also rolled it out when new leadership
joins. They will run one of these sessions and let Rackers know about their career journey, some of their
personal life and their plans for the company in their new roles.
EMEA Leadership Racker Chats
In tandem with business partnering we took it as an action to get our EMEA Leadership running more
Racker Chats in our different offices (detailed outlined in Q4a). These are informal sessions where
Rackers can ask questions and join in discussions focussing on a specific area or topic.
In 2018, whenever senior leaders visited the office, they volunteered to host an office lunch session, with
food provided to bring the whole office together. Topics generally covered strategy updates, changes in
other offices or functional areas within the region, celebrations of recent successes, etc. Recent sessions
have been run by the EMEA VP of Sales, Senior Manager of Customer Care and Managing Director,
International.
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4. LISTENING
4a. Listening - upward communication
What are the ways in which employees can ask questions, provide feedback, or otherwise communicate
with managers, especially senior managers?
Ensuring two-way communication
We believe that communications are more effective when information flows in more than just one
direction – blast directives are not conducive to the type of dialog that we try to foster among Rackers
and leadership. Therefore, we ensure information is exchanged freely among frontline Rackers and
leadership. It’s a characteristic that remains from our early days, when everyone worked in one room.
Most Rackers wouldn’t hesitate in approaching any of our senior leaders to share an idea or opinion –
either formally in a Q&A session or informally in the lift!
Racker Chats
As detailed above, 2018 saw us introduce “Racker Chats” as part of our “Always Listening” strategy. It is
our aspiration to always be listening to each other and our customers. Racker Chats are small group
chats led by our leaders across the globe. This gives Rackers an open forum to ask the questions they
really want answered, join a discussion and get real time responses from our leaders.
Internal Communications Audit
For the first time in three years we launched an Internal Communications audit in 2019. We asked a
series of questions to all EMEA Rackers and conducted a number of face-to-face chats to understand
deeper some Rackers’ answers, if they opted to provide details. This helped us shape a better
communications strategy for 2019-2020 onwards, ensuring that we understand the best ways to
communicate with our workforce, what they want to see more/ less of, and what channels they want to
hear it on. We had responses from Rackers in every EMEA office which gave us the ability to gain a
holistic view and make actional items for ourselves to achieve, to ensure we keep people engaged and
informed in the best possible ways.
Ensuring managers are properly trained
Our Managers know they are only as successful as the team that they lead. They are trained on how to be
accessible, how to listen, and communicate well with their teams. It sounds like common sense, but
sometimes Managers, especially Senior Managers, can become very busy and need help. All Managers are
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provided with access to an online toolkit which contains various courses, job aids and e-learning
modules, including on how to give and receive feedback.

Our online performance toolkit provides support for managers to ensure they have the skills
necessary to listen and respond to Rackers
In addition to the online training, we provide a series of bite-size 90-minute face-to-face training
sessions to support managers with communication. One of these is how to give and receive feedback and
then how to act on what has been heard.
Providing a variety of ways for feedback to be provided
In alignment with our “Always Listening” strategy, it is our goal to have multiple avenues and channels
for Rackers to ask, share, listen and learn from each other. Rackers leverage a multitude of channels to
do this:
1. Engagement Survey “RackerPulse”: our internal engagement survey conducted annually to
understand engagement levels across our organisation. It measures key drivers of engagement that
allow leaders, managers and teams to take action based on Rackers' feedback and improve the Racker
experience. This year, based on Racker feedback, RackerPulse was refreshed in three critical ways:
•

Rackers were asked to rate statements based on 21 indictors of engagement, which were
benchmarked against 10,000+ organizations, which was not possible on our previous survey
platform.
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•

A comments section was added after every rated statement, providing Rackers more
opportunities to share feedback, ideas and needs. At the end of the survey, there is an open-ended
question for final thoughts.

•

A new survey tool, Glint, was used to empower managers and leaders with 5+ respondents in
their hierarchy to manage, analyse and report on their own results. Suggested best practices were
offered to managers based on actions.

RackerPulse opened in October 2019, with 81% Rackers responding globally and 91% in the
Netherlands. Our Executive Leadership team used their dashboard to review the results at a company
level, before presenting them to Rackers in November 2019. RackerPulse led to a number of initiatives
and activities to improve engagement. For example, in our 2019 RackerPulse feedback, it highlighted
three key focus areas, and the subsequent plans to address:

2020 Global Priorities and Action Plan based on RackerPulse results
Alongside the global priorities, the results are also analyzed on a local level. In the next step, Managers
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had the opportunity to review their own dashboards for their teams so they could share the team results
and collaborate in creating action plans for how to improve engagement moving forward. Our goal was
for all teams to have developed and documented action plans in the Glint tool, by end of 2019.
With multiple teams in the Amsterdam office, there are both team/department RackerPulse plans, as
well as a centralized office plan to ensure that changes are driven successfully in order to improve year
on year. Plans at the office level are owned by Bert, the country manager, while individual team
managers roll out priorities for their respective teams (e.g. Bert, Erik, Wilco, Mark).
Themes from around the office include:
•

Driving continued, localized, products and services offerings

•

Additional enablement of “remote” Rackers in offices outside of the regional headquarters (US
and UK)

•

Additional engagement with the community, particularly as part of Rack Gives Back initiatives

The Consulting Architecture and Devops teams in Professional Services are spread across EMEA, thus
their focus for RackerPulse is on:
•

Fair evaluation: clear goal setting, in particular making sure the goals can be attained and finding
the right balance between delivery in consultancy and the ability to work on personal
development.

•

Recognition: making sure that EMEA PS Rackers are not out of sight from their colleagues in the
UK (and US) head offices

For Sales related functions participation in Rackerpulse was high and the results encouraging. However,
there are always areas for improvement, hence the focus is as follows:
•

Resources: As a remote office our experience is that it is sometimes hard to get the right
resources in play locally / find the right people (and support) in the wider organization

•

Career: Since we are a relatively small office there is a natural growth path. Invest more in
training

•

Corporate Citizenship: Take more action related to the Rack Gives Back program

•

All three points will be addressed in an upcoming meeting. Actions and KPI’s will be defined to
improve during 2020

2. One-to-ones
Regular one-to-ones are conducted between managers and Rackers, with a structured approach in order
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to ensure that the meetings are as useful as possible. All Racksterdammers have weekly one-to-ones with
their managers, covering both the tactical detail of each week, but also to look at continual personal
development and career planning.
3. Annual appraisals
We run annual performance management appraisals, with a strong focus on conversations around
opportunities for coaching and continuous performance. This detailed in full in Q6-Developing.
4. Accessible leaders
At Rackspace, we don’t see a hierarchy, or at least we try not to lead with one. We encourage each Racker
to ask for clarity and provide feedback where it is needed whether it is to a fellow Racker, manager or
leader. Our leaders always remain accessible to Rackers and are committed to this. Our goal is for
Rackers to feel comfortable approaching anyone in the organisation, right up to our CEO and President.
Indeed, none of our leaders have offices, and when members of the Executive Leadership team visit us
from the US, they always find a spare desk so they can sit right in among Rackers.
5. HR team
Every Racker and manager has a dedicated HR Business Partner and HR Generalist, assigned by Business
Units. This team is available to both Rackers and managers for general support and concerns and will
work with all parties to increase communication channels and find resolve in any situations that may
arise. The team can also help put in place interventions that will increase self-awareness and
appreciation of different styles within teams, utilising tools such as Strengths and MBTI. Our HR
Generalist is based in Zurich, as she supports all our EMEA offices outside of the UK. The advantage of
this is that she understands exactly what it is like to work in a remote office. She regularly visits the
Amsterdam office, supports with cultural initiatives, payroll, benefits and ad-hoc queries, coordinates
recruitment and onboarding activities for new starters and carries out Welcome Home on their first day which means she meets all of our new Racksterdammers as soon as they join.
6. Interactive forums at Open Book, All Hands, and Town Hall events
We’ve introduced interactive elements within our Open Book, All Hands, Town Halls and Getting Closer
to… events in the form of Zoom and Sli.Do technology. These apps enable Rackers to ask questions
(either anonymously or by name) directly to the leaders who are presenting. In addition, it also enables
Rackers to vote on the questions that have been put forward, with the most popular ones being the ones
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that get answered. With so many questions being raised, it is often impossible to answer them all during
the events, so additional answers are issued post-event via our intranet. To view some of the questions
Rackers have asked please view file.

Rackers can use apps to ask questions directly to leaders in real-time during presentations
4b. Listening - collaboration
Describe your organization’s strategy and approach to encouraging all employees to share new
ideas and better ways of doing things and to involve employees in decision-making. Please
provide stories and examples of how these efforts have translated into positive improvements
and innovations for your business and people.
One of the beauties of the Rackspace culture is that offering suggestions is a natural part of being a
Racker. It doesn’t have to be a formal process. It’s just a part of who we are. We think this is really
important.
In addition to all of the methods listed in Q4a, we also encourage staff to make suggestions and be
involved in decision making via:
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Our newsletter – Off the Rack got a re-vamp
Our Off the Rack newsletter contains a mixture of company news (provided by our comms team) and
staff news (provided by Rackers). In September 2019 to coincide with the launch of our new Core Values
we re-branded and launched our new style newsletter Off the Rack (OTR) after two years of the same
template and the need for it to become more mobile-friendly and digestible we worked to make it more
modern and accessible to Rackers.

New style of our weekly newsletter Off the Rack 2017-2019 Old template style of Off the Rack
Importantly, not only can Rackers contribute their own content, but they can engage with all the content
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via polling features, comments and likes. This enables our communications team to benefit from a clear
view of how our workforce feel about the news that’s being reported.
Get-togethers and team-building sessions
Regular team get-togethers and team-building sessions give opportunity to spend some time thinking
outside the box and working together on how to improve both team and individual performance.
One-to-ones
One of the best ways that Rackers can be involved in making decisions about their future, work
environment and the direction of the company, is to voice their concerns with their manager. Our
weekly/fortnightly one-to-ones are by far the best way for Rackers to be heard. Some Rackers don’t feel
comfortable in having these types of conversations with their managers, and so we encourage them to
speak with their HR Business Partner, who can assist them with the options that they have in making a
difference to their current situation.
Our 2019 Amsterdam RackerPulse feedback showed manager-employee relationships as a strength. Our
engagement score for the question “I can get the support I need from my Leader” was 85 out of 100
which is way higher than the benchmark of 74 from the Glint global engagement survey of tech industry
organisations. This score is classed as “excellent”.
Racker Resource Groups (RRGs)
RRGs are sponsored and supported by Rackspace and focus on areas of commonality like women in
leadership, working parents, mental and physical wellness, and LGBT. The purpose of these groups is to
provide a supportive network which can drive change through the business to make it a greater place to
work. These groups are steered via our RRG committees. Any Racker can take part in the committee,
with posts being held for a year, after which they are rotated. All Rackers can suggest ideas to the
committee either via email or directly. More is outlined in answer to Q10 below.
4c. Listening - a safe work environment (optional)
In which way does the organization create a safe work environment in which, with a foundation
of trust, conflicts can be addressed, and undesirable situations can be talked about?
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Take it to the Racker
We want all Rackers to feel like they can speak candidly with their Managers about any undesirable
conditions or conflict. When situations arise between Rackers, we tend to rely on a simple rule of thumb
whenever possible: “Take it to the Racker”. The idea is that Rackers should discuss issues with the
people who are involved — whether it’s a colleague, Manager, or even a member of our Senior
Leadership team.
HR Business Partners
We also realise that some situations may be more complex than others. If for any reason our processes
fail to provide a Racker with the outlet to address a situation or should they not feel comfortable doing
so, Rackers can also speak to their HR Business Partner or any Leader. Our HR Business Partners work
closely with teams on engagement and personnel issues.
Team Development Sessions
For issues that might relate to a whole team e.g. a lack of communication between team members or
conflicts, then we will arrange Team Development Sessions.
Global Ethics hotline/website
Rackers can also use our Global Ethics hotline/website (www.rackspace.ethicspoint.com). Rackers are
able to anonymously report a situation/person and the issue will be dealt with immediately and
promptly by a member of our Legal team, Brenna Nava. We make sure that Rackers know that they will
not be retaliated against or victimised, because of a report.
Promoting these channels
All the various options listed above are communicated to Rackers as part of their onboarding initiatives
within the Rookie O program, and they can be easily referenced via our HR Policy Handbook called the
Rackspace Way, which is always available via our intranet. Any new initiatives or policies are
communicated via our newsletters and events such as Open Book.
Feedback around removal of the fanatical jacket
We received feedback that our previous symbol of our highest recognition award was
outdated, because it was a strait jacket, and contradicted our mental health objectives. As a
result, a long-established tradition was changed, and the strait jacket was removed until a
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replacement symbol was selected, which is now a “Racker to the Core” sports jacket (see Q5 –
Thanking).
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5. THANKING
How does your organization show appreciation and/or recognition for employees’ good
work and extra effort or other achievements? If specific programs involve awards, please
describe the nature of the awards (e.g. cash, gifts, time off, etc.) as well as how many
employees receive each award annually.
We recognise Rackers who go above and beyond in their day-to-day responsibilities; specifically, those
who have a passion for what they do and why they do it. We have rewards programs which are tailored
for recognising technical excellence, positive behavioural elements, exceeding performance as well as
one for when tenure milestones are reached. We have recognition programs that range company wide, to
specific locations, to teams, to individuals receiving a bunch of flowers, a box of chocolates, or a pack of
nerf gun bullets (each to their own!) to say, “thank you” or “good job.” We believe that recognition is not
the result of good work; it is the cause of it.
Our key reward/recognition schemes are detailed below:
Racker to the Core Award
Rackspace’s most coveted award for recognising employee achievement is so important to our company
that it has become an icon of our culture – the Racker to the Core Award. The highest honour a Racker
can receive, this award recognises those people who have gone above and beyond the call for Fanatical
Support – and in so doing displayed the Company values. When this award was created, the term
"Racker" was redefined along with it. It no longer merely referred to an employee of Rackspace, someone
who was hired to just do his or her job. Suddenly the word came with expectations and standards to
uphold. In order to be a true Racker, an employee must adhere to the Core Values and tenets of Fanatical
Support with their entire spirit and soul.
Nominations are submitted by fellow Rackers, and the top three nominees for each region (Americas,
EMEA, APJ), per quarter, are shortlisted by Rackers who belong to the Regional Racker to the Core
Committee (made up of previous winners, and winners of the annual awards, such as Team Player of the
Year). The names and nominations of the three regional finalists are read out at our Global Open Book
meetings while their manager and senior leaders describe the phenomenal work the Racker has
exhibited. The overall winning Racker wears the Racker to the Core jacket on stage for all to see. Though
it may seem irreverent, Rackers take this seriously and it’s a time for celebration and a symbol of
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respect. Rackers to the Core are also given a cash prize, a flag and trophy.

Racker to the Core winners will receive an exclusive jacket, flag, trophy and a monetary gift
In Q3 Bert, our Amsterdam office leader, was nominated: “Bert is able to make sure there is a good
culture of working together and helping each other to all be successful and land and grow our new and
existing customer base. He takes a lot of responsibility and makes sure the Racksterdam team can be
successful. Bert is leading the Sales team but is also the natural leader of the whole Amsterdam office
including Marketing, PS and Pre-Sales, who are officially not reporting into him. Bert makes the Amsterdam
office work with compassion and a can-do mentality and even cleans the kitchen and posts letters when
necessary.”
Rackers of the Year Awards
At our annual Kick Off events, we reward our top Rackers of the Year. They win £1000 (or local currency
equivalent), a trophy, a parking spot (if appropriate), and tickets to a local event of their choice (theatre,
live music etc). We recognise Racker of the Year, Team Player of the Year, Best Newcomer, and Manager
of the Year.
In 2018 Mark, Lead Solution Architect was nominated: “Mark has been outstanding in supporting the
team this year, one action that stands out was when the Solution Architecture function needed to support a
customer in the US with a face to face meeting, Mark put his hand up to support the engagement that meant
leaving on a Sunday and missing a pre-planned event. Mark also was unable to use his corporate credit card
to book the flights so put these on a personal card to ensure the he could attend the meeting on time. This is
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an example of his dedication to the team; Mark is always one of the first to help his colleagues when they
ask questions or need support. Mark regularly runs training sessions for his colleagues and deserves to be
nominated for this award.”
Rackstar and Support Star prizes
Our EMEA Rackstar prizes provide an overseas quarterly long weekend away for our top sales
performers. As well as Sales, other Rackers can earn the opportunity for golden tickets to Rackstar in
recognition for their valuable contributions to Sales. Recent trips have included a sunny beach holiday in
Crete and Olympic bobsleighing in Riga. Sales Rackers can also bring their partners to Rackstar so they
can make a vacation of it – after all, they support our Rackers too!
[Racksterdammer Story] Wick, Sales Executive: “Rackstar is a quarterly event for which you can
qualify through meeting a certain percentage of your quarterly quota or, for non-Sales Racksterdammers,
through wildcard nomination. It’s Rackspace’s way to reward outstanding performances. Rackspace
organises and fully funds a long weekend (Thu-Sun) at a great location, full of events and dinners for these
select few to enjoy together. A few highlights have been New York, Iceland, Swedish Lapland, Monaco,
Malta, etc. A personal favourite of mine was Rackstar in Budapest, where I proposed to my (now) wife.
When we woke up in our hotel room that following morning, Rackspace had arranged for room service to
deliver us breakfast and champagne to congratulate us. Another favourite of mine was Edinburgh, where
we got to stay the night in a castle annually visited by the Dutch Royal family. This is where we had a
workshop in bagpipe playing, falconry (see picture below) and Scottish folk dancing, all in one day. That
night, my wife and I slept in the same bed as our King Willem-Alexander and Queen Maxima do every year! “

Wick at the Edinburgh Rackstar
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We also run an annual Support Star, an equivalent award for our support teams (this came after
feedback from Rackers), with our Support Stars recently heading off to great beach-city locations such as
Barcelona and Lisbon.
Company-performance bonuses
We operate an annual company-performance bonus, enabling Rackers to share the commercial success
of the business. The bonus is calculated on overall company performance, with the final % attainment
impacted by personal performance at the manager’s discretion based on end of year reviews.
Holiday parties
To say thank you to our team for their hard work throughout the year, every year we host a holiday
party or celebration for all Rackers and their plus ones globally. In 2019 the Racksterdam team grew a
lot, so this year we organized our own local Christmas party for the first time.
[Racksterdammer Story]: “Historically we have all flown to London to join our UK colleagues for our
Christmas celebration. Instead this year the marketing team and one of the Solution Architects created a
Racksterdam-themed competition consisting of a quiz, reindeer throwing, Pictionary and a word
puzzle. While enjoying hot chocolate milk, mulled wine, “Oliebollen” (Dutch for deep fried doughnut balls)
and other tasty snacks, pre-assigned teams took part in the competition to score points and win prizes – the
main prize being “Eeuwige Roem” (Dutch for eternal glory).
The best thing about the competition was that all teams were mixed with people from different
departments. After the quiz we all went on a boat to sail past the Amsterdam light festival. Then to warm up
and enjoy a delicious dinner at the Lion Noir restaurant. For those who felt like it, they also went for a drink
and danced until the late evening hours.”
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2019 Racksterdam’s Christmas party
Personalised rewards
We follow the Reverse Golden Rule when it comes to recognising Rackers; Treat Rackers the way THEY
want to be treated. Managers pay special attention to each Racker’s values and interests and try to match
the recognition accordingly. For example, a manager may reward a Racker with a day at a racetrack if
they know they are a speed enthusiast.
[Racksterdammer Story] Wick, Sales Executive: “During my tenure as a Racksterdammer (coming up
to 8 years) I’ve gotten engaged, married and had two children. All of these life events have had some form of
involvement from Rackspace. I got engaged at Rackstar, got married in the South of France with five direct
colleagues making the journey all the way there to attend the wedding (Friends & Family) and every time a
Racker becomes a parent Rackspace sends them a “Welcome package” including a Rackspace branded bib
and other useful stuff. We do this for customer contacts and their new-born children as well.”
Thanking people for their tenure
We want our Rackers to be with us for the long haul, and reward staff accordingly for their tenure.
•

For every 5 years of service Rackers receive €1,200 in cash (tax free!) (see Q8)
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•

Once Rackers have reached 7 years’ service they become entitled to a sabbatical (see Q7a)

Global Q3 Celebration Event
To celebrate some great wins across the Globe in Q3, including some record-breaking achievements,
Rackers from all over the Globe gathered to watch live updates from leaders in APJ, EMEA and the
Americas. We all gathered in our Hard Rack to watch the livestream event together.

Global Q3 Celebration Event
Q3 celebration Team event VR and Dinner
Many new colleagues have joined Rackspace Amsterdam this year. Although every
department has its own fun budget / team outing every quarter, it is also good to occasionally
do something together with the entire team. As we mentioned earlier, on a weekly basis we
get together to share our updates, including our financial performance. In addition to this at
the beginning of each month we do a deep dive into the monthly performance, and how we
are tracking for the quarter overall. Sales Racksterdammers who made their quota are called
out and specifically thanked – not only in person but in a congratulations email which is then
shared with the entire EMEA Sales force.
Whenever we realise our targets as an office, we plan an external activity together. After our
successful Q3 we went to a VR game hall, where we played various games including table
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football, air hockey and other games. After the VR game house, we went for drinks, sushi, and
we ended up at a karaoke bar. At the karaoke bar a good mix of English and Dutch songs came
by, with even the “non-Dutchies” singing along loudly with the Dutch songs.

Q3 celebration at VR game hall
End of week celebration
Every Friday afternoon we close the week with informal drinks at 5pm. Everyone is free to
join. We put some music on and have some drinks and bites with everyone together in the
office. Then at 6pm Racksterdammers head home to celebrate the weekend…. most of the
time…!
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6. DEVELOPING
How does your organization help employees discover and develop their talents and leader- ship
abilities, challenge themselves professionally, manage their careers, and/or enhance their
personal growth?

Nurturing a culture of learning
Talent development at Rackspace is globally driven through working partnerships with the business and
our culture of learning. We hire individuals who are passionate about helping others (our culture of
Fanatical Support) and are motivated to learn to improve outcomes for our Customers. To help nurture
this learning attitude, we do four things:
•

Ensure every Racker is on-boarded with knowledge of our culture, company, services and products

•

Work with leaders to capture business learning needs and design learning programs

•

Provide our Rackers with access to technical, professional, leadership, sales, service delivery and
industry-specific training

•

Foster the sharing of Tribal Knowledge through our community of Rackers who are passionate about
learning

Training and development programs/initiatives
We know that engaged, well-trained and prepared Rackers are best equipped to provide our customers
with the Fanatical Support they expect. Via our Training and Development team sitting in the UK we offer
several formal and informal opportunities for Rackers in EMEA to develop new talents and sharpen their
strengths for personal and professional development, with close to half a million pounds being invested
in programs/initiatives in the past year. Activities include:
•

Play to Your Strengths

Rackspace uses concepts developed by Gallup StrengthsFinder to help Rackers better understand
themselves and their own innate abilities. We help Rackers build and develop their strengths and learn
how to use them most effectively. By helping Rackers focus on what they do well – rather than
“correcting” their weaknesses – they’re able to be more productive and they’re more satisfied with their
work. Each Racker takes the StrengthsFinder assessment before they even begin working at Rackspace.
They proudly display their strengths on their Racker ID pass and their email signatures, and even little
signs on our desk. We also run team strengths sessions based on Gallup strengths to help teams work
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effectively and collaborate by pooling their skill sets.

Racker’s strengths are proudly displayed on their name badges and desks
•

Rackspace University (RU)

Rackspace University is our development training brand, which promotes professional and personal
development for Rackers both within and outside the classroom. We offer a broad range of educational
opportunities from Great Manager Training and professional licensing to personal finance and more. We
have a purpose-built suite of training rooms.
Rackspace University is an authorised Pearson VUE testing centre and has a KOALA (“Kiosk On A
Laptop”), a system for taking Red Hat exams at its HPH3 training campus in the UK. Enjoy the benefit and
flexibility of testing in a modern, comfortable environment that you are familiar with and without the
need to book time off or travel, enabling learners to take their test in the same place they trained.
We offer a matrix of skills and competencies for each Rackers’ role to help them build their own unique
training path. A Racker simply enters details on their current role and competence and the matrix
provides appropriate suggestions in the form of a list of available options.
The University also provides a lending library of books, enabling Rackers to borrow books on a range of
subjects including leadership, customer service and workplace engagement. The University has a
number of online offering for Rackers to unitize O’Reiley, Linux Academy and LinkedIn Learning to
mention a few.
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Rackspace University is our development training brand
•

Building Winning Teams

We offer sessions called “Building Winning Teams”, which are based around the Five Dysfunctions model
developed by Patrick Lencioni (renowned author and specialist on business and team management). The
sessions aim to build greater trust between our management teams and the groups affected by their
decisions and leadership throughout all levels of Rackspace.
Starting with our leadership team, we created a two-day session that focuses on engagement as well as
SMART metrics. It is centred around encouraging “healthy conflict” which we believe leads to greater
commitment because we’ve all had our say. From this comes accountability to help drive results.
Our Training and Development team matches each session to the needs of individual teams – a flexible
approach that might lead to specific exercises or a more interventionist approach. For example, a new
team in EMEA spent time understanding what motivated each of them. They came away from the twoday facilitated session having agreed levels of trust so that their sub-groups could confidently make
decisions and take actions without agreement from the wider team. Another team required less
formalised training but an opportunity instead to hone their problem-solving skills and understand how
they worked together as a team, so a fun Apprentice-style treasure hunt exercise was developed that had
the managers running around London collecting goodies.
These sessions required a large investment of both time and expense but are worth it for the results
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achieved which ultimately improve productivity, engagement and our ability to continuously deliver
Fanatical Support.
•

Leadership Development Programs

We’ve developed Leadership Development Programs that take into account a Manager’s current
capabilities and skills and set a program to build them to the next level. For example, “Advanced
Leadership Program” is directed at our VP and above population to keep growing their skills, and
“Director Competencies” is for those at Director level and above. It follows our own program based
around building five vital attributes.
•

The Technical Career Track (TCT)

TCT is our Technical Leadership Program designed to identify, develop and target the very best technical
resources in Rackspace on our top challenges, providing value to the business and meaningful challenges
to employees. It provides a career track for those wishing to pursue technical leadership rather than
people management.
Each Racker selected has a track record of not just being technically excellent, but also using their
knowledge and business acumen to lift those around them. They are technical leaders who have a proven
impact on Rackspace, on our customers, and on the communities around us. These Rackers are leading
the way in forging the Fanatical Technology part of our business.
•

Knowledge Bites

Our Knowledge Bites program offers 60-minute snippets of learning on topics including Wellbeing,
Setting Goals and Expectations, Giving and Receiving Feedback (these sessions were devised as a result
of feedback from our Engagement Survey).
•

On-boarding (Rookie O)

As detailed in Q1b, our Rookie O program sees new recruits from EMEA travelling to the UK to receive
three days of fun activities designed to provide cultural acclimation, and business and strategic insight,
along with classroom training on topics such as “Hosting Fundamentals” and “Sales Fundamentals”,
designed to provide a sound basis of role-specific knowledge.
•

Sales Onboarding

Rackspace has invested heavily in creating a world-class Sales onboarding program that runs over 3
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months in total to ensure our Sales new hires have a successful start at Rackspace. The program includes
a one-to-one peer buddy program, gamification, multiple interactive workshops, certifications, cultural
immersion, on-demand training, work shadowing, management coaching, and role-play assessments to
help our new hires perfect their craft. We provide our new hires with the opportunity to present to
Leadership and get exposure across the company so they can navigate the company successfully. While a
lot of the Sales onboarding happens regionally, some of the training is run in the UK only.
•

Sales Enablement

Rackspace runs on-going Sales Enablement training sessions and workshops which are delivered both
online and on-demand to ensure our sellers are continually increasing their knowledge. We also
encourage our sellers to self-develop by giving them access to thousands of courses online/on-demand
that they can go through in their own time.
[Racksterdammer Story] Arend, Sales Executive II: “Sales onboarding takes place over 3 weeks (5 days,
4 days, 3 days) with every onboarding week taking place in the office in London, UK. Every week revolves
around a different theme with topics such as; Sales Methodology, positioning and products. All different
layers of the company are involved in the sales training from the VP of Sales, who shares his route to success,
to Acquisition Sales sharing their latest and greatest wins.
During the second week there is a full day dedicated to Power Messaging/whiteboarding and the remaining
three days are the Rookie O. Rookie O is an informal program that enables new hires to get to know the
company and the culture within Rackspace. We learn to pitch at a high level, the products we sell in
a Rackspace way. As this is a generic on-boarding for all new joiners, the groups are formed with people
from all layers of the organisation. Sales is also encouraged in region to sit-in with ongoing deal reviews,
join experienced Sales Racker at customer meetings and attend business calls to provide insight in
approach, pitch and methodology.”
•

Solution Architecture Onboarding

Racksterdammers in the Solution Architecture team travel to the UK for five days, to be trained and
certified on BCS Enterprise Architecture. Following the onboarding period there are weekly EU Solution
Architecture trainings held with up to 2 hours of peer or vendor lead training delivered via video
conferencing.

•

Lunch and Learn
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Racksterdammers also engage in regular Sales Enablement ‘Lunch and Learn’ sessions for Rackers by
Rackers in region, as well as fortnightly peer review sessions to share and present customer
engagements or projects that have been completed recently, sharing experiences and soliciting feedback
and advice on how to continually improve.
•

In-depth training

Further training material is provided by our own “recovering academic” Professor Diane Dowdell on
topics such as; Personal Branding, EQ & Tactical Empathy, Performance and Productivity, Go-to-Market
Basics.
•

Personal Skills training

We offer Personal Skills training to all Rackers, designed to strengthen skills including negotiating and
organisation.
•

Mentor Circles

Through focused conversations around a predetermined topic, Mentor Circles is a learning and
development opportunity to better equip us to play big as we execute our company strategy. The
program connects Rackers and Leaders for group mentoring and learning through focused conversation
around a predetermined set of topics. Small group circles are comprised of up to 10 Rackers from
various areas of the organisation across the globe. Circles meet in-person or via Zoom – but not in
combination.
This year’s Mentor Circles program leverages content from three different authors or speakers whose
expertise can help push us to the next level and be better equipped to successfully execute our company
strategy.
Our development portal – Learn Site
All Rackers have a single point of information around learning at Rackspace, regardless of its source,
through our Learn site. This online portal details all our training activities and enables Rackers to
register for training and take part in online modules.
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Our Learn site provides a single point of information for learning at Rackspace
Performance reviews
In order to ensure that Rackers are happy, performing well, and progressing in their chosen career path,
we run annual performance management appraisals between direct reports and Line Managers, with a
strong focus on conversations around opportunities for coaching and continuous performance.
Previous performance goals are reviewed in the appraisals, and new ones set for the coming year, with
discussions on how the Manager can support the Racker to achieve them. A flexible approach enables the
goals to be set quarterly, annually or over numerous years, depending on the specific nature of the
objective.
We ensure that all Managers are properly trained to conduct appraisals via the Managers Performance
Toolkit (mentioned previously in Q4a). This Toolkit offers training and support for topics such as:
•

Giving and receiving feedback

•

How to do performance reviews

•

Goal setting

•

Calibration

Because we believe that Performance Reviews are so important, the HR Business Partners conduct a
quality check of Performance Reviews. The reviews are assessed against the following criteria:
•

Opportunities for improvement have been highlighted and documented
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•

Strengths and successes have been recognised and documented

•

Specific support that the Racker needs has been identified and documented

•

Examples have been provided/referenced

•

Metrics & KPI's have been referenced

•

Progress against goals noted with some commentary

•

Feedback from customers/internal stakeholders

In our 2019 engagement survey, our Rackers scored the question “My performance is evaluated fairly”
76 out of 100, which is higher than the external benchmark of 72.
Career progression
Rackers have the opportunity to check-in on their professional growth and career development, not just
formally during their review periods, but also during weekly basis during their one-to-ones with their
managers. From Day One, Rackers are encouraged to seek out how they can best deliver value to our
customers and our company. That includes exploring other parts of the business. If a Racker determines
that there is another role at the company where they could provide more value, managers will support
them in that discussion. It's safe to have those types of conversations with your manager at Rackspace.
Purposeful and value-based transfers between jobs are not frowned upon or stigmatised. We want to
provide our Rackers with not just jobs, but long-term careers.
Quarterly Talking Points
New this year, we provided our Leaders with a quarterly talking points document designed to give them
the information to enable confident conversations with key customers and share relevant knowledge
with their teams. The talking points are a succinct guide to share how to best position topics, along with
links to the latest content to allow leaders to self-serve and help inform conversations.
The idea is that the talking points support our leaders to develop stronger and more strategic
relationships with our customers and Rackers. The framework of topics is:
•

Finance - Integral information about Rackspace and content that would suit a CFO-style
engagement.

•

Rackspace - Strategy Insights into what’s coming and discussion of key topics.

•

Customers - Customers that show Rackspace at our best or illustrate our strategy.

•

Market Research - highlights and coverage.
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•

Leader Opinion - Topical content and point of view.

To ensure we’re providing leaders with powerful content we have defined a two-way communications
update for leaders to capture and report back on feedback to help continually improve and ensure we
are giving them the information they need to be successful. This new tool has been received well by
Leaders with positive feedback about how they feel more equipped with topical knowledge.
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7. CARING
7a. Caring – balancing
What is your organization’s approach to helping employees successfully manage their work and
personal lives? Include brief descriptions of your organization’s unique approaches to:
•

Caring for employees as individuals (time-off, health and wellness, on-site services, etc.)

•

Supporting employees during significant life events (a personal crisis, family
illness, birth, marriage, etc).

Providing exceptional office facilities and equipment
We aim to provide a first-class office environment, designed to make our Rackers feel comfortable and
happy. We colloquially refer to our office as “Racksterdam” and wear the name “Racksterdammers” with
pride.
Key features include:
•

We know that mornings can be a rush, especially for those with families so we provide a free
breakfast, fresh fruit and hot drinks.

•

Our office is equipped with a great kitchen area – known as the Hard Rack – including a hob,
fridge, microwave, coffee machines and cooker.

•

For a quick break or maybe a full-blown tournament we have the games area – equipped with
foosball table for some serious competition.

Our Racksterdam kitchen and games console
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Racker Resource Groups
As mentioned in Q.4b, we operate a number of Racker Resource Groups (RRG) within Rackspace to
create and build support networks for issues that commonly affect many of our Rackers.
Sabbatical program
Rackspace offers a sabbatical program to Rackers who have completed seven years of continuous fulltime employment. One of the great things about our culture is that we understand that sometimes
Rackers need a little break from their daily routines, so they can take some time to disconnect from the
workplace to relax or focus on a community service-related project they are passionate about. This
program enables eligible Rackers who are in good standing, to request approval for sabbatical leave of
four to eight weeks of time off (paid time is given for Rackers taking part in charitable projects).
Flexible working
Managers can allow their Rackers to work a flexible schedule, e.g. reduced hours, if it suits the business.
Some Managers allow their Rackers to work from home or work their five days of the week over four
days without having to accept a pay cut. In addition, if Rackers require unpaid time off, they can do so at
the Manger’s discretion. In Amsterdam we operate a flexible working policy, to the extent that one
Racker has been able to alter their weekly working hours with no salary impact.
Financial Support – RackWealth
We support Rackers with their pension pot by offering a 6.59% employer contribution, which is issued
irrespective of whether Rackers make a personal contribution.
Additional benefits and support
Here are a few more special Rackspace Amsterdam feel good factors:
•

Welcome cards and balloons for every new hire

•

Quarterly fun budget outings together

•

Weekly “vrijmibo” (abbrev. In Dutch for “Friday”, “Afternoon” and “Drinks”)

•

Monthly extended “borrel” (Dutch for “drinks”) event in the office on Friday

•

Healthy snacks, beverages and breakfast cereal (and eggs!) on the house daily

•

Pay day Hawaiian shirt days

•

Contribution to healthcare insurance

•

Strong focus on sustainability, recycling and public transport use!
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•

Birthday off for every Racker to spend time with their loved ones

•

Half-day off for Christmas shopping

•

Bringing in new babies to meet extended Racker family

•

Frequent asking of opinions and encouraging people to speak their minds

•

Team recognition for a job well done in life or at work

Customer Discounts
We’ve also worked with our Customers and the local community to secure discounts for Rackers. Some
examples are Boozt or Winkelstraat.
Rackers work so closely together that we naturally grow to consider each other to be like family. And like
family, we go through everything – the joys and challenges of life – birthdays, weddings, birth
announcements, anniversaries and loss of loved ones. Therefore, we provide a wide variety of initiatives
to support employees at times of significant life events, as detailed below.
Support with bereavement
In the very unfortunate event that a fellow Racker passes away or experiences great personal difficulties,
the company provides bereavement counsellors to help them and their co-workers manage the emotions
and cope with the situation. We also have a Special Leave policy which includes bereavement.
Support with illnesses and accidents
To support Rackers during sickness we would pay up to 104 weeks at 70% pay and provide 15 days per
year at 70% pay to care for sick family members. In order to provide support in the event of an accident,
we are currently implementing a group accident cover for our Racksterdammers that will pay two times
annual salary upon permanent disability and one-time annual salary upon death.
Supporting parents and parents-to-be
Our maternity policy offers 16 weeks of maternity leave to new mothers at 100% pay and for newly
baked Racker dads we offer 5 days paternity leave at 100% pay, as well as the option to request up to 13
weeks of unpaid parental leave to care for a child under the age of 8.
In addition to that we offer flexible working arrangements for parents such as part time, flex-time,
condensed hours, and extended phased return after parental leave, where appropriate, based on the
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needs of the Racker and dependent on the role concerned. For example, Rackers could work their normal
hours condensed into 4 days instead of 5. Or they spread hours out across the day to allow for time to
pick up children from school.
Caring about the wellbeing of Rackers
Our commitment to supporting Rackers in their time of need can be seen in the results of our
RackerPulse engagement survey, where results for the Amsterdam office for “Rackspace takes a genuine
interest in the employees wellbeing” achieved a score of 75 out of 100. Anything over 75 is considered a
very good score.
Some of the things we have done to support EMEA Rackers and their wellbeing:
Lavender (a Racker volunteer group that promotes the mental and physical wellbeing) organized events
including the Mental Health Awareness Week: July 2019
o Doggy De-Stress where we had dogs come in for a day for Rackers to interact with and destress (see Q2a).
o Samaritans delivered an online video call on active listening and the importance of
it, delivered remotely for a wide audience to attend. This was also supported by a UK
Racker who is training to be a Samaritan.
o Global Mental Health Day: October 2019.
o Tea and Talk sessions on Resilience were delivered remotely and in person with great
strategies discussed. These were then summarized and distributed globally.
o A recorded guided meditation workshop that any Racker could follow at any time or day.
o The Mind Matters – World Mental Health Day blog from Rackspace:
https://blog.rackspace.com/uk/the-mind-matters-world-mental-health-day.
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Special Edition Mental Health Awareness Off the Rack’ newsletter
Policy & Governance
A new Health & Wellbeing Policy was launched in July that outlined our approach for
achieving the following “To promote and support the wellbeing of all Rackers so they can
sustain their physical and mental health, as well as their emotional and social wellbeing while
delivering fanatical customer experiences.”
At our Safety, Health, Environment and Fire (SHEF) committee meeting attended by Company
Executives and Racker representatives, Wellbeing measures will be reported and discussed to
assess risk and impact of support options. The first meeting with Wellbeing on the agenda
took place in October 2019 and is run in the UK.
Mental Health First Aiders
At Rackspace we are passionate about supporting our Rackers, whether it be physically or
mentally. Earlier this year the whole EMEA HR team, as well as carefully selected Rackers
across the business, undertook a two-day Mental Health First Aider course provided by MHFA
England. We had 34 employees in EMEA show interest in becoming a Mental Health First
Aider, and after a selection process via Manager feedback, we carefully selected 9 Rackers for
training. The selected Rackers learnt how to respond effectively in a crisis and offer support to
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their fellow Rackers when needed. This now brings the total of Mental Health First Aiders in
EMEA to 25 Rackers in 2019 versus 2 Rackers in 2018, including our HR Generalist for
Amsterdam.

Mental Health First Aiders completing their training
Manager Training
We’ve just recently launched a mandatory manager workshop on managing mental health in the UK
which is being delivered by an external Mental Health trainer. Depending on its success the plan is to
expand it into the rest of EMEA, including the Netherlands.

7b. Including (optional)
How do you ensure you are creating a Great Place to Work for all employees regardless of
their personal backgrounds and place in the organization? Describe your organization’s
programs and/or policies intended to promote diversity and/or inclusion across personal
demographics and job roles. If available, please provide us with data showing how these
programs have changed your workplace demographics and diversity within management over
time.
Embracing diversity
We believe in treating everyone as equals and are committed to fostering an environment free of
discrimination and harassment. In our annual engagement survey for 2019, we achieved a high score of
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81 out of 100, for the question “Diverse perspectives are valued at Rackspace”. Key methods that we
promote and ensure this include:
•

We have a diversity and inclusion strategy designed to ensure everyone is treated fairly and
equally. Our Racker Resource Groups (see next bullet) apply the strategy to grow our diversity
and inclusion initiatives, embed it within our business, and drive a unified global approach to
diversity.

•

We run various global Racker Resource Groups designed to embrace diversity and inclusion,
including our Women’s network (“POWER”), Parents at Work group (RackParents) and the
mental health and physical disability group (“Lavender”). Here is a little about each:
o POWER (Professional Organisation for Women’s Empowerment) at Rackspace is a
network in place to support women in Rackspace with the aim of achieving a destination
employer. The group holds a monthly board meeting where those involved come together
and address objectives set out at the beginning of the year. This year’s focus was on the
gender pay gap, with main themes of ‘Attract’, ‘Develop’ and ‘Retain’. We have contributed
to these by hosting female led customer panels for International Women’s day, partnered
with our customers for community outreach with STEM initiatives and have looked
internally on improvement of our maternity leave support to managers – ensuring
every Racker gets the same level of support, access to training for women and mentoring
for women who want to get into leadership roles after maternity leave.
o RackParents creates an informal support network for Racker parents, to create an open
and confidential forum to discuss any issues/ concerns currently facing them as a working
parent at Rackspace. Example topics discussed are:
▪

Flexibility – for all Rackers, not just parents. The perception of flexible working, and
the importance of flexibility when it comes to attracting talent and operating within
a fast-paced business

▪

Work/life balance and the impact this has on health, our teams and Rackspace

▪

Childcare government benefits

▪

Childcare options for emergencies/summer holidays

RackParents represent both, Mums and Dads, and this year they aligned closely with
POWER under the theme of ‘Retain’. The biggest initiative driven out of this alignment was
the updated Manager training, providing a resource pack to ensure consistency across
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the entire business in supporting maternity and paternity leave, supporting Rackers in
returning to work after maternity leave and flexible working requests.
o Lavender promotes mental wellness and physical abilities for all Rackers and was named
after a Racker who was huge promoter of mental health, and who sadly passed away in 2016.
The group organizes two main events in the year – Mental Health Awareness Week, and
Mental Health Day. Both are discussed in greater detail in the Caring section. A theme is built
for each event and this year, the focus was resilience and gratitude. Popular and well received
“Tea and Talk” events give a forum for Rackers to discuss lived experiences or to learn how to
support others. In addition, the group advises the business on best practice, a good example of
this is the recent mental health first aider training as mentioned above.
•

Conduct training to all our Rackers through an annual on-line training facility. Our Leadership
teams drive completion within their areas. The training reinforces the ways we should behave
regarding diversity and inclusion to make sure everyone feels that they can volunteer their best
every day because they feel like they belong. The sessions also remind Rackers of the avenues
available to them should they see or be exposed to something that crosses the line.

•

We’ve held five annual global Diversity Days to date. These events see us join with the United
Nations and spend the day celebrating our diversity, with Rackers sharing everything from their
favourite national foods at PotLuck lunches to their national dress and what makes them unique.
In 2019, we celebrated Diversity Day on 21 May, and awarded prizes for Best Dressed Rackers to
those who took part in wearing their national dress. In addition, we set up a diversity quiz to
improve understanding of what diversity was about. Finally, Rackers celebrated with their teams
by enjoying meals from all over the world.
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Promoting Diversity Day
Diversity / Culture day in Amsterdam
On culture day the Racksterdammers celebrated the diversity of the office. We have
colleagues from different countries in our office, including the UK, Morocco, South Africa,
Macedonia, Ukraine, Greece. To celebrate this diversity, everyone brought something
delicious for lunch, which is specific to their culture. We saw and enjoyed a variation of Dutch
pancakes, English cakes were baked and Greek feta parcels (Tiropitakia) were made! This
way everyone could taste something new and at the same time it is a fun way to get to know
each other's culture.

Celebrating Culture Day in Amsterdam!
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8. CELEBRATING
How do you encourage fun and camaraderie among your employees? Please include the ways in
which your organization celebrates team and/or organizational successes.
It’s easy to encourage fun at Rackspace – we work hard, and we play hard. We hire people who love the
work they do, and we make the effort to show them we appreciate them. Because of our rapid growth it
seems like there’s always a celebration going on at Rackspace, ranging from meeting company-wide
goals to department targets and individual self-defined expectations. Many of our celebratory activities
are listed under Q5-Thanking, including our various staff award schemes, our Rackstar and Support Star
overseas trips, our company-performance bonuses, and our Christmas parties. However, our efforts
don’t stop there – as detailed below, we run a wide range of additional activities designed to celebrate
and encourage fun.
Celebrating during Open Book events
Within our monthly Open Book events, we show a rolling screen of celebrations on stage. These graphics
showcase celebrations such as work anniversaries, Rackers passing probations, Rackers gaining
qualifications, births, marriages, and so on.
Celebrating milestone Anniversaries
Anniversaries are a big deal at Rackspace! Many of our Rackers are now reaching their 10+ year
milestones. When a Racker hits their 5, 10 or 15-year anniversary they receive an anniversary flag to
hang over their desk, a sticker button for their ID badge and an €1,200 cash gift for them to celebrate
(tax free!). Rackers who have met a milestone anniversary are also called out by name during Open Book
where their peers can thank them for their years of service to Rackspace.
Celebration events
To celebrate our biggest bookings month in Rackspace history, the whole global company were invited to
a meeting to celebrate. It was broadcasted live from The Castle (our US Head Office) and each local office
had their own mini celebration (see Q5 – Thanking).
Fun Budgets
We issue our Rackers with a fun budget of €75 per quarter, which is spent on meals or fun activities (see
Q5 – Thanking).
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Social events
Every year we organize a summer BBQ with partners and children. This year the BBQ was
held in the garden of our Racker colleague Wick. Wick prepared all the food with his wife, and
everyone could bring something extra if they wanted. We had lovely weather and the house
has a big garden where the children could play with each other. While enjoying a drink and
BBQ, it was a nice way to get to know and meet everyone's partner or family. It is also good
for the atmosphere in the team to see your colleagues in a different setting than just at the
office.

Summer BBQ in Wick’s garden

Additional celebrations
Every new deal that comes into Rackspace Amsterdam is recognised and celebrated. The Sales teams
have both, a gong and a bell which they use to celebrate all new deals coming in and marking the
beginning of the latest customer engagement. Preluded by a “drumroll” of hands on desks and followed
by a round of applause to recognize a colleague’s success, each Racker has their own style of ringing.

Culture Audit part 2

Sales Gong in Racksterdam
We encourage spontaneous fun to take place at all levels at Rackspace. At the team level, Rackers can
pretty much do anything, as long as it stands by our Core Values. Rackers can instigate a nerf gun war
with their peers, have a dress up day or PotLuck lunch. We believe that by hosting these fun events
throughout the year, it reminds Rackers that while we work hard, we work in an environment where we
can play hard too!
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SHARING

9a. Sharing – rewards
What is your organization’s approach to financially compensating employees? In particular, we are
interested in:
•

Methods used to determine levels of compensation

•

Unique or special forms of compensation (i.e. profit sharing, bonuses, employee
owner- ship, etc.)

•

Policies and/or practices that promote a sense of equity between employees and
managers.

Fairness is embedded within our values
Fairness is an essential part of the culture we’ve developed at Rackspace. To continue providing
Fanatical Experiences to our customers as we grow beyond our start-up-sized origins, we need to foster
that small-company environment. The best way we’ve found to do that is through our core values – one
of which is compassion.
‘No door’ policy
Rackspace doesn’t have separate ‘executive’ amenities like private offices, parking, restaurants, or other
similar perks based on the Racker’s title or pay grade. Our commitment to fairness is well illustrated by
how our offices are designed – everyone is treated the same. Some companies have an open-door policy at Rackspace we have a ‘no door policy’.
Financial info is fully transparent
Another way we achieve fairness is that all Rackers have equal access to our financial information, the
CEO’s communications with the board of directors, and other strategic documents (where possible
according to financial regulations). All Rackers can also ask questions of the senior leadership team
during Open Book (the meeting where our leadership presents Rackers with financials and explains the
strategic direction of the company). As you can clearly see, we take Fairness as seriously as we take
Compassion (another one of our Core Values) and it’s reflected in how we share information with our
Rackers throughout the company.
Our management style promotes equality
Rackspace EMEA Leadership follows a ‘servant leadership’ mantra (see Q3). Leaders are there to serve
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our Rackers and never the other way around. They are also quick to participate in events with our
Rackers:
•

Our VP of Partner Clouds is the Executive Sponsor to POWER and helped launch the RRG on
International Women’s Day by forming a customer panel Q&A

•

Our Senior Director of HR participated in the two-day Mental Health First Aid course alongside
Racker volunteers to further her understanding of mental health and its importance in the
workplace.

•

Our Director of Strategic Programs hosted other females from Service Delivery at an Inspiring
Women’s conference

•

Our Leadership team as a whole presented a Company-wide event (Open Book) themed as PRIDE,
in recognition and celebration of our LGBT+ community

•

Our CEO promoted and paid for a development opportunity for both male and female Rackers in
EMEA to attend the Texas Conference for Women.

Financial and non-financial reasons why talented candidates are attracted to Rackspace
Our main employee value proposition (EVP) to candidates who know us i.e. working in our sector is that
the brand has a great reputation with clients, which in turn provides good stories being shared across
the market by word of mouth. For anyone who doesn’t know of us, it takes a 20-minute conversation
with one of the team in Talent Acquisition to get a sense of the passion we have for Rackspace. Our other
big EVP is the Rackers themselves and culture generated by those that embrace our values. Our
financial/non-financial benefits offering is one of the most comprehensive and there are other incentives
which show that Rackspace puts Rackers at the heart of everything we do: such as an extra day holiday
for your birthday, a half day holiday in December for Christmas shopping and time off to work for your
chosen charity.
Why does Rackspace stand out?
Anyone that encounters Rackspace, either as a client or having had a friend or family member work for
us will know what an excellent environment Rackspace is. We celebrate our diversity in every way, have
a workforce with flags hanging everywhere showing nationality and pride in heritage, or favourite
football team or TV show. We understand that work is not life and show great flexibility by offering
options to work from home and flexible start/finish times to allow for the needed work life balance.
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Examples how we celebrate diversity across the globe
9b. Sharing - community
Please briefly describe your organization’s philanthropic, environmental, or other corporate social
responsibility initiatives, focusing on how employees participate in and/or derive value from these
efforts.
In the community
Our global charity program “Rack Gives Back” ensures we give back to the community in a tangible
manner. It’s run by Rackers to make a difference. Staff can make requests to support causes of their
choice. There is a Rack Gives Back Board made up of Rackers who plan Companywide activities.
We fully support, and encourage staff to take part in, community volunteering and charity fundraising
activities. To maximise the impact of the program, we provide each Racksterdammer with 24 hours of
paid time to spend volunteering or fundraising each year, and often provide corporate contributions to
cover any entry fees or associated costs. For 2020 the Racksterdam team is preparing to go Plastic
Fishing with the Plastic Whale Foundation on the Amsterdam Canals. With the RGB initiative, Rackspace
is proud to give back to society via this program. An afternoon of plastic fishing can make a great
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difference for the water quality in Amsterdam. With the plastic that will be collected, Plastic Whale
Foundation recreates new products like chairs, tables and other furniture. https://plasticwhale.com/
Protecting the environment
We’re committed to minimising our negative impact on the environment, and the past year has seen us
continue our certification to ISO 14001 (Environmental Management) covering our London based office,
two data centres within the UK and our Australian office. We’ve also continued to invest in our existing
data centres with the installation of new, more energy-efficient chiller units.
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