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Going for top performance1. Introduction

This 2018 Corporate Social Responsibility (CSR) Report is published by Riwal 

Holding Group with information about the company’s stakeholders, overall CSR 

strategy, and sustainability performance indicators, including trends. This report 

serves as both a measurement of Riwal’s efforts in increasing sustainability, 

and as a way to communicate more transparently with Riwal Holding Group 

stakeholders.

throughout Europe and the Middle East as well as India and Kazakhstan. With a network of partners, 

we can support activities in just about any country through our International Rentals unit, whether we 

have our own operations on the ground or not. Few companies can match our strong international reach. 

The graphic illustrated above shows the rental cycle at Riwal, and the value that we deliver to our 

customers in each stage.

About Riwal
Riwal has consciously chosen to specialize in one very specific area – “powered access equipment”, by 

which we mean aerial work platforms, telehandlers and forklift trucks. Altogether, we have a fleet of over 

19.000 units. We sincerely believe that with this focus, we can deliver superior service which translates to 

safety, efficiency, and profitability for our customers. Riwal has 75 depots and operates in 16 countries 
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2. CSR Statement

insight that we can provide as specialists. 

They get state-of-the-art equipment and can 

focus on their core business rather than expen-

ding valuable resources on what is not central to 

them. The rental industry operates in a circular 

business model and therefore contributes to the 

transformation towards a more circular economy.

We know that the resources on our planet are 

limited, and so we are working in many ways 

to reduce our own environmental footprint to a 

minimum. We do as much as we can to reduce 

our energy consumption and our waste, recy-

cling as much as we possibly can, and making 

conscious choices for products and processes 

that are good for our planet. Sustainability is 

clearly important for the planet, but it is also very 

important for our business. And we firmly believe 

it gives us and our customers a competitive 

advantage. For example, when we can provide 

low-emissions, low-noise electric-powered solu-

tions, hybrid machines with lower CO2 footprints, 

and newer, more energy efficient equipment, we 

are delivering added value to our customers. 

 

Profit
Sustainability is also about long-term continuity. 

If we do not operate our business “sustainably”, 

we will not be around in the future to offer our 

customers the safe and efficient solutions they 

rely on us for. So we are assessing our own 

processes and looking at how to improve them. 

An important element of that process is The 

Riwal Way, which we’ve implemented to deliver 

consistently high quality to all of our customers 

throughout the world.

The Riwal Way delivers advantages in quality 

and reliability to our customers, and it also is a 

business methodology designed to ensure our 

own business success, profitability, and our 

future. The benefits that resulted from The Riwal 

Way can be seen in our rental cycle graphic on 

page 5.

Our Policy
Maintaining high standards in regards to 

corporate social responsibility is of the utmost 

importance to Riwal. Riwal has always demon-

strated a very firm commitment to society and 

the local community, throughout all of our work 

processes. By creating a positive work culture for 

our employees, being aware of our carbon 

footprint and reducing waste, and supporting 

causes in the local communities that we are a 

part of, Riwal strives to make a positive impact 

societally. Along with safety, sustainability is 

one of our core values and we are constantly 

analyzing our practices to see how we can run 

our business more sustainably. Additionally, we 

find it important, as good corporate citizens, to 

engage in positive ways and strengthen local 

connections through sports, philanthropy and 

culture. Overall, our goal is to keep economic, 

environmental and social interests in balance 

with respect to people, planet and profit.

People
Our own employees are our most important 

resource, and so we try to operate our business 

to ensure their health and safety and to provide 

them with career development opportunities. 

We’ve built Riwal as a company with an 

innovative, international, open character. 

We comply with all relevant laws with respect 

to non-discrimination and transparency. But the 

same commitment we make to our employees 

extends to all of our other stakeholders as well 

– our business partners, our customers, and our 

suppliers in the communities in which we work.

Planet
We believe that renting powered access equip-

ment is a sustainable solution – for the environ-

ment, but even more for the long-term business 

success of our customers. Customers do not 

need to own, store, and maintain equipment on 

their sites that they only use occasionally, nor do 

they need to maintain the in-house expertise and 
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3. Our Values

Engagement
We are experts in the work we do and we work 

very energetically and enthusiastically. We invest 

our time and energy to meet our customers’ 

expectations and if possible, to exceed them.

 

Teamwork
Riwal believes in teamwork, not only internally 

but also in forming a team with our customers. 

Together we look for the best solutions, possi-

bilities, and prospects.

Sustainability
Sustainability is an integrated part of our 

business. We are aware of the effects of our 

operations on our environment and stakeholders 

and are making conscious choices to achieve a 

balance between profit, people and planet. 

We provide low-emissions, low-noise electric-

powered solutions, hybrid machines with lower 

carbon footprints, and newer, more energy 

efficient equipment.

Responsibility

Teamwork

Safety

Sustainability

integrity

Engagement

Riwal
Values

Safety
We provide our customers with the highest level 

of safety with each rental or sale. Our approach 

to safety is proactive. Whenever and wherever 

we see a possibility to improve safety or to elimi-

nate potentially unsafe conduct, we act proacti-

vely to create the safest possible environment for 

our staff and our customers.

 

Responsibility
We assume responsibility for all activities that 

are part and parcel of our work. Our aim is not 

only to get our work done but to do it properly 

in order to provide the best possible customer 

experience.

 

Integrity
Our colleagues and customers can rely and 

count on us. We make all our decisions honestly 

and candidly.
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4. Stakeholders of Riwal

Our stakeholders are labeled as people or groups who are affected by our actions and who have an effect 

on our organization and services. Engaging with our stakeholders and understanding what they value, 

particularly in regards to sustainability, is very important to us in our daily business. Every year, we 

analyze what our stakeholders find important. In 2018, we updated our understanding based on a 

document review and media analysis.
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ShareholdersShareholders

GovernmentsGovernments

CustomersCustomers

Training 
participants

Public / NGO’sPublic / NGO’s

ManufacturersManufacturers

PartnersPartners

Board members

EmployeesEmployees

Credit institutions
The credit institutions are expecting sustainable profitability and transparancy from Riwal. They expect to 
see growth of the compony over time.

Shareholders also expect sustainable profitability of Riwal, as well as to be communicated with in a trans-
parent and honest manner. Shareholders expect Riwal to act as a responsible corporate citizen.

Serious occupational accidents should be reported directly to the labor inspectorate, who may conduct an 
accident investigation. If there is any violation of the legal rules, the labor inspectorate will make a report 
and decide to issue a fine for the offense. Furthermore, Riwal can expect a visit from the labor inspectorate 
if equipment is involved in an accident involving a rental customer. At least once a year, an inspection of 
the machines needs to be performed by a trained person.

A growing group of rental customers are including sustainability in their rental or purchase decision and 
they may use codes of conduct for their suppliers. Furthermore, they may include location requirements 
and certifications as important part of the contractual obligations. Sometimes, it is not possible to deliver 
AWP’s on these customer locations without a copy of the certificates and this has a major financial impact 
on our core business. The Dutch VCA (SCC) certification is a good example and extremely important for 
Riwal in the Benelux.

The course participants receive training and are learning the skills for safe work with our machines such 
as AWP’s, forklifts and telehandlers. A sufficiently trained and educated end user is an important factor to 
prevent accidents in daily practice. Providing this training service is an important added value of Riwal as a 
rental company by encouraging and improving the safety at work for employees or customers, so they can 
work more safely in the future with our AWP’s.

From a social point of view, it is important to promote and encourage safe working. In the event of an 
accident involving our AWP’s, adequate communication should take place to the media to prevent image 
damage and liability issues. The opinion of the public can indirectly cause damage to the image of AWP’s 
as the safest work equipment for working at height.

Sustainability purchasing (supply chain resonsibility) is ensured by the Purchasing Department. Our sup-
pliers must meet our conditions of purchase (Sustainable Purchase Plan), in which our requirements and 
rules regarding safety at work and social aspects are stated. Before procuring certain articles such as 
tools and personal protective equipment (PPE), the SHEQ department must approve. We make sure that 
our suppliers are compliant with human rights laws, assess potential risks and take appropriate action to 
protect or restore human rights. The specific safety related purchase criteria are defined and a supplier 
code of conduct has been drawn up.

Our worldwide network of partners mirror our values when it comes to sustainability. It is of the utmost 
importance that our partners prioritize safety above all and are focused on maintaining sustainable 
practices when working at height since our customers rely on us to provide them with the same service no 
matter where in the world they operate.

As the people who guide the direction of the company, the Board is highly concerned with maintaining safe 
and sustainable practices and thus wants to ensure that these values are consistenly upheld in all of the 
locations of Riwal across the world.

The employees expect safe and healthy working conditions, as well as a positive and professional environ-
ment at work. Employees who are satisfied at work do their jobs better, resulting in less injuries.

Type Stakeholder Impact
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5. CSR Goals and Achievements

Certifications
At Riwal, we believe in maintaining the highest 

standards for quality, safety, and sustainability. 

Our SHEQ (safety, health, environment, quality) 

department upholds our commitment to 

quality, safety, and sustainability. We ensure 

these standards through certifications with 

DNV-GL, a quality assurance assessment 

provider. The following certifications are 

integrated in the group-wide SHEQ (Safety, 

Health, Environment, and Quality) management 

Highlights 2018 
Riwal celebrated 50 years of safe working at height, 

which was a huge achievement for the organi-

zation. Also, ALS, Riwal’s safety training division 

in the UK won the IPAF Training Centre of the Year 

award. As a group, Riwal received 13 multi-site 

People (Health & Safety)
•   Promote well-being, employability and        

professional skills, and provide a healthy       

environment for our employees

•   Assess all health and safety risks in our depots 

and take action to reduce or eliminate these risks  

•   Promote reporting and investigation of all near 

misses and incidents and share the lessons 

learned throughout the Group

system, which is centrally coordinated and 

monitored.

•   OHSAS 18001 standard for occupational 

health and safety management

•  ISO 9001 for quality

•  ISO 14001 for environment 

•   CSR Performance Ladder for sustainability, 

level 3

•   SCC = SHE (Safety, Health and the Environ-

ment) Checklist Contractors.

OHSAS 18001 certifications, exceeding the initial 

goal of having 10 countries certified. Now, 13 out 

of 16 countries that Riwal is located in have this 

certification. It is based on dimensions such as risk 

assessments, goals, improvements and KPI’s.

•   Develop and provide safe methods of work 

and appropriate training for all employees and 

customers

•   Continuous improvement of our performance 

in the field of health and safety for our em-

ployees and for all who have to deal with our 

operations.

SHEQ System

Social Corporate Resonsibility
CSR performance ladder ISO 26000

Pro�t

Society

Human rights

Honest business

Customer affairs

Involvement and
development of

society

Good management
Working conditions

Suitable work

Pollution

Waste

Energy

Emissions

Quality
ISO 9001

Health & Safety
OH SAS 18001

SCC*

Environment
ISO 14001

CO2 footprint

People Planet

KPI Goal Result

LTI (Lost Time Injury)

Accidents

Near misses

Sickness rate 

New OHSAS 18001 certifications in countries

Maturity score

Employee satisfaction

< 5 6.2

Zero 143

> 500 932

< 3% 1.8%

10 11

2,6 2.8

3.7/5 3.9/5

SINCE 1968
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the aerial work platforms, and then provide the 

customer with a list of improvements based on 

risks observed.

Riwal puts a high importance on having a posi-

tive social impact. With the introduction of the 

breast cancer awareness campaign in the UK, 

two of the most popular powered 

access machines were painted bright pink – 

and renamed Betty and Suzie – to raise funds 

for Breast Cancer Now. Suzie, a Holland Lift 

B-195DL25 4WD scissor lift, and Betty, a JLG 

600AJ Boom, were available from July 2018 to 

July 2019. Riwal donated 5% of all hire fees for 

the eye-catching machines to Breast Cancer 

Now – while the Riwal team has pledged to take 

part in more fundraising events during the year.Riwal also increased internal safety communi-

cation through a number of new initiatives, 

including the introduction of the “10 Safety 

Rules”, “Don’t dismiss a near miss” campaign 

and near miss reporting to HQ, “Safe Loading 

and Unloading” Youtube video, international 

transport guidelines, and the “LMRA (last minute 

risk analysis)” cards to help operators, 

mechanics, and drivers to assess risks before 

beginning work.

Riwal achieved an overall Health and Safety 

Maturity score of 2.8/4, an increase from 2.0/4 in 

2017. The score is based on an audit conducted in 

each country by the local SHEQ managers, which 

is based on 6 factors, each of which is measured 

with 5 separate dimensions. Additionally, a group-

wide Risk Inventory and Evaluation (RI&E) was 

created, as well as depot-specific RI&E’s for each 

depot to anticipate risks and avoid danger. There is 

also now an Inspection and Test Plan of depots for 

installations, tools, and equipment.

Riwal implemented an HSE introduction during 

onboarding of all new employees, meaning every 

new employee gets an in-depth presentation 

about the importance of workplace safety at 

Riwal.

In addition to increasing internal safety com-

munication, Riwal also increased external safety 

communication. Riwal developed a virtual reality 

training simulator for safer training solutions. 

This innovation allows operators to train in a 

risk-free environment either on new machines or 

to refresh their prior training. Riwal Netherlands 

also created a safety scan tailored to individual 

customers to help them work more safely at 

height, which will be expanded into other Riwal 

countries. Together with customer, Riwal’s safety 

experts look at the work site and how people use 
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Planet (Environment)
•   Minimize the impact of our activities on the environment. To understand the environmental performance 

of our process, its entire life cycle is taken into consideration

•   Strive for energy efficiency of our activities, products and services by CO2 emission reduction measures

•   Pay attention to social, health, safety and environmental aspects and make agreements with our     

suppliers

•   Promote reuse of materials, reducing waste flows and energy use.

KPI Goal Result

Carbon (CO²) emission 

Waste disposal

New ISO 14001 certifications in countries

At least lower by 1% 0,43%

50% recycling 68%

5 8

Highlights 2018
Riwal puts a strong emphasis on sustainability and re-

ducing waste. This led to a collaboration between Riwal 

and Shell to create a greener fleet. In the Netherlands, 

Riwal switched to Shell GTL (gas to liquids) fuel, which 

is made from natural gas and therefore burns cleaner 

than conventional diesel. This results in a reduction 

of emissions of particulate matter, sulfur and nitrogen 

oxides. Furthermore the fuel is odorless, quieter and 

biodegradable. 

As a group, Riwal achieved 8 new multi-site ISO 14001 

certifications, a systematic framework to manage the 

immediate and long term environmental impacts of an 

organisation’s products, services and processes. In line 

with this, Riwal’s customer portal allows customers to 

measure CO2 emissions and switch to hybrid/electric 

machines to lower carbon footprint if necessary.

Profit (Quality)
•   Meet or exceed customer requirements and expectations in all operations

•   Do fair business and work in accordance with the ethical standards and the applicable laws and              

regulations

•  Ensure compliance to our code of conduct with regard to integrity, corruption and discrimination

•   Constantly look for innovative and sustainable solutions, in which the economic, environmental and all 

interests are in balance

•  Communicate procedures, best practices and knowledge throughout the company.

KPI Goal Result

New ISO 9001 certifications in countries

NPS (Net Promoter Score)

CIR score (Continuous Improvement Review)

6 8

50 62

44 48
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recycle old and unusable
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to transport our machines to

reduce the environmental impact

We commit ourselves to
invest in new environmentally-friendly

rental equipment

Our strong performing machines and
systems are aimed to help our customers

reduce their energy consumption

We invest in new technology
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6. Sustainable Life Cycle

To understand the environmental performance of our process, its entire life cycle needs to be taken into 

consideration. In our life cycle approach, we look at all our resources and environmental impact such as 

waste, energy, water and emissions in all process stages and the end-of-life stage, including recycling.

Highlights 2018
Riwal won the Customer and Market En-

gagement award of the European Business 

Awards. This was a testament to the high level 

of service that Riwal provides to create the 

best customer experience. In addition, Riwal 

established a system of continuous customer 

satisfaction measurement through Growth 

Promoter, a software program that allows 

companies to continually survey and then im-

plement improvements operationally to benefit 

customers. Riwal achieved a score of 62 on a 

scale from -100 to +100, which exceeded the 

original goal of 50.

As a group, Riwal received 8 new multi-site 

ISO 9001 certifications for quality, based on 

factors such as customer satisfaction, leader-

ship, involvement of people, process 

approach and management, continual impro-

vement, factual approach to decision making, 

and ensuring mutually beneficial supplier 

relationships. Additionally, the Riwal Academy 

was created for employees to ensure conti-

nued personal and professional growth. This, 

in turn, will help Riwal employees to deliver 

the best service possible to customers and 

optimize profitability, consistency, and growth.

Digitalization was a big priority for Riwal in 

2018 to create an even better experience for 

customers. The first check app, an internally 

used application, was implemented by The 

Riwal Way team to speed up the first check 

process. It also ensures that the check is 

always done reliably and consistently, making 

sure customers always receive a checked ma-

chine that is safe to operate. The Rental app 

and My Riwal customer portal were created in 

conjunction for external use with customers 

to create an easier way to communicate and 

manage equipment rentals all in one place.

•  A young, high quality fleet and quick field 
service resolution time

•  We provide innovative customised solutions

•  Procurement of new environmentally- 
friendly equipment

Fleet

•  Trucks must have at least euro 5 or 6       
engine and drive on SHELL GTL fuel

•  Smart scheduling of transport to reduce 
unnecessary transport

Transport

•  Always provide the best machine available 
for the job

•  Provide hybrid and electrical machines in 
additional to diesel machines

•  Use Shell GTL fuel in diesel machines

Use

•  All machines are well maintained and   
checked after use and before delivery

•  We strive to reuse and recycle all waste in 
our depots

•  Transition to LED lights in depots and 
workshops

Maintenance

•  Machines are moved between countries to 
optimize efficiency and sold when they are 
too old

•  Incase of demolition we separate parts, sell 
batteries and old iron for recycling purposes

End of life
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Riwal Holding Group BV
Wilgenbos 2
3311 JX Dordrecht, The Netherlands
T : +31 (0)88 618 18 00
E : info@riwal.com

rental sales maintenance parts training

Riwal Headquarters
Wilgenbos 2, 3311 JX Dordrecht, 
the Netherlands

Riwal Belgium
Winterbeeklaan 31, 3600 Genk Limburg
- Antwerp

Riwal Croatia
Bjelovarska 51, 10370 Dugo Selo  
Lukarišće - Split 

Riwal Denmark
P.L. Brandts Allé 1, 5220 Odense SØ
- Glostrup - Århus - Aalborg - Esbjerg

Riwal France
ZA du Bois Gueslin - Allée de la Voie Croix, 
28630 Mignieres Chartres
- Nantes - Bordeaux - Reims - Lille - Lyon
- Bourgogne - Paris Nord - Paris Sud
- Paris Ouest - Marseille

Riwal Germany
Heidenkampsweg 45, 20097 Hamburg
- Hamburg - Hannover - Dortmund  
- Kamp -Lintfort - Chemnitz - Hanau  
- Frankfurt - Bingen - Ludwigshafen  
- Stuttgart - München - Lörrach

Riwal Kazakhstan 
Abulkhair Khan avenue  33 060011 Atyrau  
- Aksai - Astana - Tengiz - Aktau

Riwal the Netherlands 
Maxwellstraat 27, 3316 GP Dordrecht 
- Amsterdam - Eindhoven - Groningen
- Hengelo - Rotterdam - Zwolle 

Riwal Norway
Hellenvegen 7, 2022 Gjerdrum Oslo

Riwal Poland
ul. Zamkowa Wola 31a, 96-200 Rawa  
Mazowiecka 
- Szczecin - Pruszcz Gdański - Poznań  
- Warszawa - Łódź - Wrocław - Opole  
- Zabrze - Kraków

Riwal Slovenia
Šmartinska cesta 32, 1000 Ljubljana 
Ljubljana Slovenia

Riwal Spain
Pol. Ind. Castilla Vial 15, Parc 15, 46380 
Cheste Valencia
- Barcelona - Madrid

Riwal Sweden
Flintyxegatan 3, 213 76 Malmö
- Stockholm - Borlänge - Gävle
- Norrköping - Linköping 

Riwal United Kingdom
Unit D Whittle Close Park Farm Industrial 
Estate  NN8 6TY Wellingborough 
- Kent - Bracknell - Wigan - London

@RiwalGlobal Riwalfacebook.com/RiwalInternational


