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Around 2.5 billion passengers rely on us every year, and 
we remain focused on our vision to provide solutions 
for an increasingly congested world… keeping people 
moving and communities prospering.

Last year we took a number of actions to reposition the Group 
for improved growth and returns, helping us to maintain our 
focus on the transformation programmes that are underway 
within our businesses. These have rightly been a key priority 
for us this year, and we have seen progress in restoring the 
Group to a profile of sustainable long term growth and value 
creation. But this focus on a return to strength has not been to 
the detriment of our corporate responsibility commitments, as 
you will see within this report. We understand the vital role we 
play in creating strong, vibrant and sustainable local economies, 
and have not wavered in delivering our commitments to our 
customers and communities throughout the year. 

In fact our ambition is to be the preferred partner of the 
communities we serve – someone they can’t imagine being 
without. Community engagement is already a real strength 
of our organisation, and over the past 12 months we have 
embarked on an important programme to capitalise on our 
expertise in this area. I have challenged our teams to identify 
and share community engagement best practice across the 
Group, using this strength to enhance our partnerships and 
deliver even greater shared value for our business and for our 
local communities. I look forward to sharing our progress on 
this in our next report. 

We’ve seen community engagement in action this year as 
our people worked tirelessly with our partners to keep people 
moving through a historically severe winter in North America, 
and the wettest conditions in 70 years in parts of southern 
England. The weather has impacted on punctuality and 
customer satisfaction in some areas (see page 10), but  
I’m pleased that improvements have continued across the 
majority of our businesses. 

We are not alone in facing serious challenges from severe 
weather and the impacts of climate change. We remain 
committed to taking a leadership role in our industry in tackling 
climate change, and this year we revised our strategy in this 
important area and made good progress towards our medium 
term targets on carbon emissions (about which you can read 
more on page 4).

While we strive to achieve the highest standards in this and in 
everything we do, we must also continually challenge ourselves 
to improve. We are dedicated to safety, but sadly there were 
three passenger fatalities this year: one in Greyhound and two  
in UK Bus. The impact of tragic incidents such as these cannot 
be overestimated and reaffirm the importance of our goal of 
zero injuries and our continuing focus on safety as a personal 
core value of each of our employees.

With 117,000 employees, the majority of whom interact with 
our customers every day, our people are our greatest asset. 
Recruiting and retaining talented people is what sets us apart, 
so we have reinvigorated our commitment to diversity and 
inclusion, and continued to invest in the development of our 
teams across the Group this year (see page 20). I’m also 
pleased to report a continuing positive trend in employee 
engagement, and our survey results reflect the work that has 
been done to bring our vision, strategy and values to life within 
our organisation this year.

Over the coming 12 months we will continue to assess the 
longer term sustainability trends that are impacting on our 
business, building on the horizon scanning work we started 
this year. We will also continue to invest in enhancing our 
management information systems for non-financial information. 
These initiatives will help us in developing an informed and 
ambitious longer term plan for tackling our key sustainability 
risks and opportunities. I look forward to sharing our progress 
over the coming 12 months in our next report. 
 
Tim O’Toole, Chief Executive

We benchmark our 
corporate responsibility 
performance in the 
annual CR Index. 
Our score this year was 
2.5 stars (under the new 
5 star rating system).

FirstGroup is a FTSE4Good 
constituent company. The 
FTSE4Good Index Series 
measures the performance 
of companies that meet 
globally recognised corporate 
responsibility standards.

“Our services help to create strong, vibrant 
and sustainable local economies and our 
opportunity is to be the provider of choice 
for our customers and communities.”
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First Bus and First ScotRail are 
proud to be official supporters of 
the Glasgow 2014 Commonwealth 
Games, providing passenger rail 
and bus services.

Message from the Chief Executive 

Achievements and recognition

CR INDEX
2014



• the UK’s largest rail operator, with 
 around a quarter of the market
• a balanced portfolio of intercity,  
 commuter, regional and sleeper services
• four passenger franchises (First Capital  
 Connect, First Great Western, 
 First ScotRail and First TransPennine  
 Express) and one open access  
 operator (First Hull Trains)

• one of the largest private sector  
 providers of transit management  
 and contracting in North America
• more than 370 contracts from 340  
 locations, delivering fixed route,   
 paratransit, shuttle and vehicle 
 maintenance services
• First Vehicle Services (a division of  
 First Transit) is one of the biggest  
 private sector providers of fleet  
 maintenance and ancillary support  
 services for public sector customers

• the largest provider of student  
 transportation in North America
• 6 million students carried per  
 school day
• leading on safety, strong customer  
 relationships and service records
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FirstGroup plc is the leading transport operator in the UK and North America with 
revenues of over £6.7 billion a year. We employ approximately 117,000 employees and 
transport around 2.5 billion passengers a year across our First Student, First Transit, 
Greyhound, UK Bus and UK Rail divisions. 

About us

First Student

UK RailFirst Transit

• one of the UK’s largest bus operators,  
 running about one fifth of all local bus  
 services outside London
• around 6,400 buses carry  
 approximately 1.6 million passengers  
 each day
• serves 40 of the UK’s largest towns  
 and cities

UK Bus

Key statistics

school buses
49,000

buses
6,400

passengers a year
330m

• the sole national provider of scheduled  
 intercity coach services in the USA  
 and Canada
• 3,800 destinations served via a fleet  
 of around 1,700 vehicles
• around 18 million passengers per year
• Greyhound Express now serves more  
 than 120 markets and we operate  
 tailored brands for local markets  
 such as BoltBus and YO! Bus

Greyhound

destinations
3,800

61% male ∆

∆ Within KPMG’s limited assurance scope.  
 Please see page 25.

∆39% female

employees
117,000

Our vision and values

Our vision is to provide solutions 
for an increasingly congested 
world… keeping people moving  
and communities prospering. 
 
Committed to our customers  
We keep our customers at the heart  
of everything we do. 
 

Dedicated to safety  
Always front of mind, safety is our  
way of life.

Supportive of each other  
We trust each other to deliver and  
work to help one another succeed.  

Accountable for performance  
Every decision matters, we do the  
right thing to achieve our goals.  
 
Setting the highest standards  
We want to be the best, continually 
seeking a better way to do things. 

vehicles operated, 
managed and 
maintained

48,000

% of revenues derived 
directly from our passengers 
vs % of revenues backed 
by contracts or franchise 
agreements

revenue

tonnes of CO2 equivalent 
per £1m of revenue

51:49

£6,717.4m

422
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Our approach

About this report

Sustainability trends are impacting on  
our business every day – from climate 
change and resource scarcity, to 
population growth and urbanisation, 
increasing global connectivity, shifting 
consumer expectations, globalised supply 
chains and the ever increasing role of 
technology in modern life.

Our aims

To understand and assess our key sustainability risks 
and opportunities, through horizon scanning, stakeholder 
engagement, expert insight and guidance.

To develop strategic plans that address these risks and 
opportunities, embedding short and long term actions into  
our business plans and strategic approach.

To underpin these plans with clear and robust targets and 
key performance indicators, based on timely and accurate 
information that is captured, analysed and communicated 
through integrated and user-friendly systems and tools.

To measure and report on our progress, increasing our 
corporate transparency and disclosure and creating a clear 
narrative to share with our key stakeholders.

The data in this report relates to the financial year from 1 April 2013 to 31 March 2014, unless otherwise stated, and to the 
Group and its operating divisions across the UK and North America.

Certain parts of this report have been subject to independent assurance by KPMG LLP and further details are set out on  
page 25. Their full statement can be found on our website (www.firstgroupplc.com).

This is a summary report, and full information on our 2013/14 corporate responsibility progress and plans can be found  
on our website.

These global trends mean new challenges, risks and 
opportunities for our business, our customers and our 
communities. Some are visible today, while others are 
emerging on the medium and long term horizon.

Leveraging our scale and global expertise to respond  
to our social, economic and environmental risks and 
opportunities as they arise will help drive operating  
and financial performance and allow us to maintain our 
strong partnerships with our customers and communities. 
We are already innovating through the use of low carbon 
vehicle technology, finding new ways to meet changing 
customer expectations, doing more with fewer resources  
and investing in the future potential of our people and  
our communities.

It’s all part of our vision to provide solutions for an increasingly 
congested world, keeping people moving and communities 
prospering. 

Pages 14 to 17

We use our global scale and expertise to deliver 
shared value for our business and for our local 
communities.

Key issues: Community engagement, supporting 
growth and prosperity in our local communities, 
and community investment.

Helping our communities to prosper 

Pages 20 to 23

With 117,000 employees, our people are  
at the heart of our success.

Key issues: Diversity and inclusion, learning  
and development, and employee engagement.

Valuing our people

Our material issues

In this summary report we highlight our progress and plans  
in the following key areas:

Providing solutions for a congested world

Pages 4 to 9  

Our solutions put us at the heart of a greener, 
cleaner future for our communities.

Key issues: Energy and climate change, significant 
air emissions, waste, water, and sustainable 
procurement.

Keeping people moving
Pages 10 to 13

We’re keeping people moving every day on our 
services.

Key issues: On time performance and punctuality, 
customer and passenger satisfaction, and 
accessibility.

Pages 18 to 19

Always front of mind, safety is our way of life.

Key issues: Health, safety and wellbeing.

Dedicated to safety



Stakeholder engagement

We engage with stakeholders around corporate responsibility (CR) issues, not only  
to shape our own programmes but also to influence the context in which we operate, 
and to lead and collaborate on key issues for our sector.
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Third sector 
thought leaders

Industry bodies 
and associations

Business forums and 
expert networks

Charities

Customers, communities  
and employees

Policy makers, government, 
regulators and political 
representatives

Suppliers

We are members of Forum for the Future, an independent non-profit organisation 
that provides us with transport sector sustainability insight as well as broader input 
and challenge to our strategic CR programme. This year we have worked together 
on horizon scanning within our UK Bus division and joined an initiative with Forum  
for the Future and other partners around sustainable urban mobility.

We actively support, and often lead, industry groups and programmes on environment 
and sustainability. For example, we chair a collaborative forum within the rail industry 
that provides leadership and influence on policy matters and the promotion of 
sustainability and environment within the sector. We have also strongly supported the 
Sustainable Rail Programme (and associated groups) over a number of years, taking 
the chair of the Programme’s sustainable development steering group in April 2014.  
We also continue our work to embed the Rail Industry Sustainable Development 
Principles within our rail franchises. We participate in cross-industry research on 
sustainability through initiatives such as the Tomorrow’s Railway and Climate Change 
Adaptation project, demonstrating our ambition to lead in this critical area. We are 
also founding members of Greener Journeys, with whom we work on sustainability 
issues affecting our UK Bus business and the wider bus industry.

We benchmark ourselves against our peers across all sectors and learn from best 
practice through expert networks and groups. We are members of Business in the 
Community (BitC) and their Opportunity Now and Race for Opportunity campaigns, 
as well as Mercer’s Vanguard Diversity Network (for diversity and inclusion), and the 
London Benchmarking Group (for community investment) whose steering group 
we joined in 2014. We benchmark our performance annually through the Carbon 
Disclosure Project (CDP), Dow Jones Sustainability Index, FTSE4Good and the  
BitC CR Index. 

We collaborate with experts from the charity sector on those sustainability  
issues which are important to our business, our customers and our communities.  
For example, this year we worked with Guide Dogs and the Royal National Institute 
of Blind People (RNIB) on joint initiatives to support blind and partially sighted people 
using our UK Bus network.

We use the results of regular surveys and dialogue with our customers, communities 
and our people to shape our CR programmes. This year we again asked our people 
for their views on issues such as community investment and diversity. We also ask 
our customers for their views on the topics that matter to them including service 
performance, safety and value for money.

We engage with key decision makers on sustainability issues through forums, one to 
one meetings, lobbying activities and through our industry associations. This year we 
have worked with local government partners on alternative fuels and other issues, and 
with our funders and regulator in UK Rail through the Sustainable Rail Programme.

We continue to engage with suppliers on topics including sustainability using our 
certified BS 11000 approach for collaborative business relationships. For example, 
sustainability was a theme of our UK Bus supplier day this year, when we spoke to  
57 delegates from 22 of our largest suppliers about our key issues and opportunities 
for collaboration around sustainability.
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Providing  
solutions for a 
congested world

What we said we’d do What we did

Reduce carbon emissions in line with our climate 
change strategy 
 
 
 

Reduce energy usage in buildings (where we 
pay directly for the energy we use) by 0.5% in 
the UK and 2%* in our top 100 North American 
properties (top by consumption)

 

Complete at least 65% of our annual UK Bus 
mileage using vehicles fitted with engines at  
Euro 3 standard or higher

Increase non-hazardous waste recycling by 5% 
in the UK and by 2%* in North America 
 
 

Reduce waste arising by 1% in UK Rail 
 

Reduce water usage by 0.5% in UK Rail depots

All divisions are on track to meet their individual carbon 
reduction targets (per passenger or vehicle km) set for  
2015/16 (2014/15 for UK Rail) against a 2010/11 baseline. 
We revised some of our targets during the reporting year to 
align with our longer term business forecasts and to reflect 
changes such as UK Rail franchise renewal dates. 
 
UK target achieved (4.9% reduction). 

We achieved a 1.4% reduction in energy consumption in our top 
100 properties in North America in 2013; slightly below our 2% 
target. Performance was affected by the long and cold winter 
this year, which caused an increase in demand for energy, but 
was offset by our investment in more energy efficient lighting 
across a large number of locations in Greyhound. 
 
Target achieved (73% of UK Bus mileage was completed 
using vehicles fitted with engines at Euro 3 standard or higher). 

Waste recycling increased by 2.4% in our UK operations, 
short of our target of 5%. Within this, our recycling rate 
increased to 66.9% (2012/13: 62.6) in UK Bus and to 52.2% 
(2012/13: 50.2) in UK Rail thanks to the provision of additional 
bins for recyclable waste and increased employee training.

Waste recycling increased by 2% in North America this year  
to 25.1% (2012: 22.9), in line with our target. 

In our UK Rail division, waste arising increased by 3.6%. 
Additional bins for recyclable waste were introduced, but this 
unfortunately resulted in an increase in overall waste arising.

Target achieved (22.9% reduction). The reduction was 
mainly achieved by First Great Western, where annual water 
consumption reduced thanks to improved leak detection and 
by installing urinal flow controls.

Progress against targets

Our solutions put us at the heart of a greener, cleaner future for our communities.

* In the 2013 calendar year due to data availability.

* In the 2013 calendar year due to data availability. Data contains some  
 hazardous and non-hazardous waste streams in North America.



We use significant quantities of fuel to power our fleets, and energy for heating and lighting our  
facilities. All of this produces greenhouse gas (GHG) emissions, a major contributor to climate change.  
We continue to reduce the environmental impact of our services through innovation and investment  
in energy efficiency and low carbon technology.

Energy and climate change
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Our approach

Our climate change strategy sets out our targets and delivery 
plans for reducing our energy use, increasing energy efficiency 
and investing in low carbon technology. Emissions from our 
vehicles (both road and rail) constitute around 94% of our 
organisational carbon footprint and are therefore the focus of our 
strategy. This is supported by a carbon reduction programme 
linked to energy use in buildings and across our supply chain.
 
Our commitment is to:
•	ensure	we	remain	competitive	with	other	transport	modes	 
 in terms of both cost and carbon 
•	improve	the	efficiency	of	our	services	to	reduce	cost	and	 
 associated carbon emissions
•	attract	more	people	to	our	services	and	match	capacity	 
 to passenger demand.

We measure and target performance on our organisational 
carbon footprint and monitor our normalised carbon footprint 
per £1m of revenue. We also target reductions in carbon 
emissions per passenger km or vehicle km (as relevant)  
within our fleets.

The main focus of our climate change strategy is energy 
efficiency. We make significant investment in the efficiency 
of our fleets, adding new vehicles, applying advances in 
technology, and working closely with manufacturers to  
deliver ‘best in class’ vehicles in terms of fuel efficiency.  

We use software systems and behaviour change programmes 
to encourage smoother driving, reduce unnecessary idling 
and to promote eco-driving techniques, including DriveGreen  
in our UK Bus division, DriveCam in First Transit and Greyhound, 
DriveSmart in First Student and Driver Advisory Systems (DAS) 
in UK Rail.

We also stay at the forefront of research and innovation in low 
carbon vehicles and fuels as part of our longer term vision for 
our fleets. The majority of our buses and coaches in the UK and 
North America operate on ultra-low sulphur diesel. In the UK, 
we also operate more than 120 certified low carbon emission 
vehicles and following recent investment, this number will 
increase to 400 low carbon emission vehicles and six electric 
buses in 2014/15. In North America we have compressed 
natural gas (CNG) and propane buses in our fleets.  

In 2012/13 we achieved ISO 50001 in our train operating 
companies, the international standard for energy management 
which supports our efforts to reduce the overall carbon 
footprint of our operations and improve energy efficiency 
across the business.

In support of our efforts to monitor our performance and 
target improvements, this year we commissioned an external 
verification of our global greenhouse gas (GHG) emission data 
in accordance with the international standard ISO 14064-3.  
The assessment included a review of our GHG reporting 
boundaries, sampling of data and a review of our information 
systems. A verification statement is available on our website  
(www.firstgroupplc.com) confirming that the data we  
have reported this year is accurate, complete, transparent 
and free from material errors.

We continue to benchmark our performance by reporting to the 
Carbon Disclosure Project (CDP), an independent, not-for-profit 
organisation working to drive measurement, management and 
reduction of environmental impacts. We are pleased to report 
that our 2013/14 CDP score increased by 18 points to 78  
(for disclosure) and from band D to band B (for performance). 

Our absolute carbon emissions reduced by 2.86% this year to 
2,836,758 tonnes of CO2(e). This is a 3.48% reduction against 
our 2010/11 baseline, and a result of our ongoing focus on fuel 
efficiency. Our normalised emissions reduced by 0.20% to  
422 tonnes of CO2(e) per £1m of revenue and the longer term 
trend shows a 7.80% reduction against our 2010/11 baseline. 
All divisions are on track to meet their individual carbon 
reduction targets (per passenger km or vehicle km) set for  
2015/16 (2014/15 for UK Rail) against a 2010/11 baseline.

Our performance in 2013/14

Average grams of CO2(e) per passenger km

2010/11 2011/12 2012/13 2013/14 2015/16 
Target

2015/16 
Target

32.48 Target

53.04  
(2014/15 Target)

90.88 Target
93.20

54.64

33.41

100

80

60

40

20

UK Bus

Greyhound

UK Rail  
(diesel only)

Average grams of CO2(e) per vehicle km

2010/11 2011/12 2012/13 2013/14

769 Target

823

738

838 Target

900

850
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750

700

First Student

First Transit 
(all owned 
and operated 
vehicles)



94.3% of carbon emissions in our organisational carbon 
footprint come from powering our road and rail fleets.

UK Bus
This year we have continued to work closely with our key 
suppliers to improve fuel efficiency. We collaborated with bus 
manufacturer Wrightbus in the development of its StreetLite 
Micro Hybrid buses, one of the most fuel efficient buses on the 
market. These diesel vehicles incorporate an innovative new 
onboard hybrid system improving fuel efficiency by around 
10%. We will be the first company to operate 274 of these 
new buses in 2014. We have also partnered with suppliers ZF, 
Volvo and ADL to help develop new gearbox software (known 
as Step2) which optimises gear shift timing and reduces losses 
when a bus is idling. 379 of our buses have already benefited 
from having this new software installed with more planned 
for 2014. Testing across several locations has demonstrated 
an improvement of between 2% and 3.5% in km per litre. 
More generally, we continue to use Millbrook Proving Ground 
to test new buses to verify vehicle efficiency prior to making 
purchasing decisions.

We also retain our focus on our DriveGreen programme which 
utilises GreenRoad’s technology to inform drivers on a visual 
display how smoothly they are driving which in turn helps to 
reduce fuel consumption. Driver feedback scores are displayed 
in league tables across depots to encourage employees to 
improve their score. This year 811 of our drivers received a 
‘GreenRoad fleet elite award’, recognising the greenest and 
safest drivers using this innovative technology worldwide.

UK Rail
This year we adjusted the targets in our climate change 
strategy for our individual train operating companies to reflect 
our latest forecasts, improved reporting processes and revised 
franchise renewal dates. A number of factors can influence our 
performance in terms of our carbon emissions. For example, 
within First Great Western this year performance has been 
affected by the Reading station re-modelling project, and severe 
network disruption due to winter flooding. Despite these adverse 
factors, our UK Rail division has achieved a 4.6% reduction  
in grams of CO2(e) per passenger km since 2010/11.

We continue to lead the rail industry by installing DAS on 
our trains. A cab-mounted computer advises drivers of the 
optimum speed to achieve the timetable using minimum 
energy. The systems are now in use in First Great Western 
(High Speed Train fleet), First Hull Trains (Class 180 fleet) and 
First ScotRail (CIass 170 fleet). In addition, we have fitted  
First ScotRail’s CIass 334 fleet with eDAS. This is a combined 
DAS and energy meter which allows for more optimised use  
of DAS with electric traction.

First Student
In First Student we continue to invest in our fleet, adding 
new vehicles including propane buses in 2013/14. We have 
also made good progress with our DriveSmart programme 
which launched in September 2012 and encourages drivers 
to use more fuel-efficient driving techniques. In 2013/14 the 
programme helped us to save over 12 million litres of fuel, an 
equivalent of over 34,000 tonnes of carbon. More than half of 
North American participating locations showed an improvement 
in fuel efficiency and 163 locations improved by more than 10%.

Greyhound 
This year we have refurbished more than 800 coaches, 
incorporating many technological advances developed by 
Greyhound and our supply chain partners to increase fuel 
economy. This has included torque management in lower 
gears, re-tuned driveline which matches engine efficiency  
to duty cycle, idle management practices, energy efficient  
air conditioning systems and alternators. 

In addition, we have also invested significantly in new coach 
acquisitions. There have been more than 500 new coaches 
introduced into the Greyhound fleet, equipped with particulate 
traps, combined with catalysts, road speed governing, idle 
management systems, high efficiency diesel engines and  
low rolling resistance tyres. 

First Transit
In First Transit we continue to encourage our customers to 
adopt fuel saving measures, including driver advisory systems 
such as DriveCam, idle shutdown technology and fuel 
efficiency monitoring to detect low performing vehicles.

Progress with energy use in our vehicle fleets
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Total 2013/14 FirstGroup 
carbon footprint in 
tonnes of CO2(e) by 
source and scope ∆

Total 2013/14 FirstGroup 
carbon footprint in tonnes 
of CO2(e) by division ∆

UK Bus*

North America

UK Rail

Fuel powered vehicles

Property – electricity usage

Property – gas usage

Electricity for trains

Employee business travel (air)
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/1
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09
/1
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/1
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/1
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/1
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44
4

48
3

42
3

42
2

45
8

Tonnes of CO2(e) 
per £1m of revenue

•	Scope 1 (87.33% of our footprint) – direct  
 emissions from fuel usage by our vehicles, both  
 owned and leased, and from gas used in our  
 buildings. Excludes: fuel usage from First Rail  
 Support (as this could lead to double counting  
 where FirstGroup buses are used), rail non-fleet  
 vehicles, gas use in buildings where bills are not  
 paid directly, heating oil, and fugitive emissions  
 from air conditioning equipment.
•	Scope 2 (12.13%) – indirect emissions from  
 electricity used in our buildings and to power our  
 electric rail fleet. Excludes: First TransPennine Express  
 electric trains, rail non-fleet vehicles, and electricity  
 use in buildings where bills are not paid directly.
•	Scope 3 (0.14%) – other indirect emissions from  
 business travel by air.
•	Out of scope (0.40%) – from burning biofuels in our  
 vehicles from our UK Bus division, reported in line  
 with DEFRA reporting guidelines.
•	Scope	1	and	2	data	for	2013/14	has	been	 
 independently verified by Carbon Credentials Energy  
 Services Ltd and is covered by an assurance report  
 which is available in full on our website. Verification  
 activities were performed in accordance with  
 ISO 14064-3:2006.
•	Full	methodology,	scope	and	exclusions	are	available	 
 on our website at www.firstgroupplc.com 

∆ Within KPMG’s limited assurance scope. Please see page 25. *** UK Bus data includes out of scope   
 emissions from burning biofuels.

2,836,7582,836,758



5.6% of carbon emissions in our organisational carbon 
footprint come from energy use in our properties such  
as stations, offices and depots.

Our energy use in our properties (those where we pay directly 
for the energy we use) in the UK reduced by 4.9% this 
year, mainly thanks to a decrease in our gas consumption. 
Compared with 2010/11, our UK buildings are now using 
13.5% less energy. Performance was slightly below target in 
North America with a 1.4% reduction in our top 100 properties 
(top by consumption) in 2013 against a 2% reduction target.  
Of particular note, the cold and long winter across the majority 
of North America caused an increased demand for energy  
in buildings.

For our properties, our focus remains on effective 
management of energy through regular data monitoring 
and our ‘small changes, big difference’ behaviour change 
campaign and employee training. A number of initiatives to 
retrofit high-energy use facilities with energy efficient lighting 
and controls have also been delivered this year, in particular  
in Greyhound and in UK Rail.

We also have some small-scale onsite renewable energy 
generation within our UK Rail division. First ScotRail has 
installed ten photovoltaic systems since March 2012, and 
in September 2013 installed two wind turbines at Bathgate 
depot in West Lothian. The 5kW turbines are expected to save 
almost eight tonnes of CO2 and around £4,500 in energy bills 
per year, as well as producing approximately 14,000 kWh of 
electricity – enough to power a small railway station.
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Regulation on air pollutants in Europe and North America is progressively tightening as governments 
seek to minimise adverse effects on air quality, climate, and human health, particularly in our urban 
centres. Our transport solutions are recognised as being part of a greener future for our cities and 
towns, so we must maintain our focus on reducing air emissions from our vehicles.

Significant air emissions

Our approach Our performance in 2013/14

Our transport solutions put us at the heart of a greener, cleaner 
future for our communities. However diesel engines emit larger 
volumes of oxides of nitrogen (NOx) than petrol engines and 
most importantly, far larger emissions of particulate matter (PM), 
so we have a challenge to reduce air emissions within our fleets.

We can control these emissions through the types of fuel  
and engines we use, by managing the age of our fleet and by 
ensuring high standards of fleet maintenance. We aim to reduce 
the emissions from our fleet to as low as practically possible 
and to specify all our new buses and coaches with the latest 
emissions-reducing technology. Our strategy also involves 
ensuring that our most modern vehicles are utilised the most.

Our fleets operate using sulphur-free diesel fuel, apart from 
those using alternative energy sources. 

We participated in the 2013 CDP process as a reporting 
organisation on climate change. Our score this year 
increased to 78 and band B.

Emissions of air pollutants from our fleets have further reduced 
this year, reflecting our investment in new vehicles that meet 
stricter emissions standards. For example, in February 2014,  
we announced the purchase of 425 new vehicles worth £70m 
for our UK Bus division for delivery in 2014/15. The order 
includes 274 StreetLite Micro Hybrid buses and six electric 
vehicles, which brings the total investment in 2,000 new 
vehicles to around £310m over four years. 

In Greyhound we have retrofitted part of our fleet with diesel 
particulate filters and invested heavily in new coaches, helping 
to reduce our air emissions. We have also increased the 
number of propane school buses in First Student by 500, 
reaching a total of 890 in the fleet, and continue to pursue 
opportunities on new bids and contract renewals to introduce 
alternative fuel vehicles (propane and CNG) which generate 
lower hydrocarbon emissions compared to conventional diesel.

While we continue to report on local air emissions in absolute 
terms across all of our divisions, our target for this year was 
to increase the proportion of our UK Bus mileage completed 
using vehicles with Euro 3 engines or higher to at least 65%. 
We exceeded our target, with over 73% of mileage completed 
using these lower air emission vehicles.

Progress with energy use from our properties

Energy usage* (kWh) in UK 
and North American properties

2010/11 2011/12 2012/13 2013/14
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Energy use 
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*** Gas and electricity.
*** Where we pay energy bills directly.  
  This includes around 1,001  
  metered supplies and excludes  
  around 248 sites where energy  
  is paid by Network Rail, a landlord  
  or is unmetered.
*** Top 100 by consumption. North  
  American data is for calendar  
  years from 2010 to 2013.



Our average non-hazardous waste recycling rate in the UK 
overall this year was 56.9% (2012/13: 54.6), an increase  
on last year but short of our target of 59.6%.

Within this overall UK figure, our recycling rate in UK Bus 
increased to 66.9% (2012/13: 62.6) this year and in UK Rail 
rose to 52.2% (2012/13: 50.2) thanks to the provision of 
additional bins for recyclable waste and increased employee 
training and engagement, such as through our ‘small changes, 
big difference’ campaign. Our most successful depots and 
stations now recycle over 90% of their waste. 

Our UK data (as in previous years) consists of estimated 
weights, using standard conversion factors applied for the 
different types of bins. In 2014/15 our waste contractor will 
commence reporting actual weights for waste removed from 
our sites, recorded by the contractor’s onboard weighing 
equipment. This will significantly improve the accuracy of our 
reported data and will highlight any locations where collections 
can be optimised and recycling further enhanced.

Our average waste recycling rate for the 2013 calendar year in 
North America (covering office waste as well as some hazardous 
and non-hazardous waste streams generated in our depots) 
increased to 25.1% (2012: 22.9), in line with our target. This 
is up from 17.7% in 2011. We have achieved this by working 
closely with our waste management contractors on a site-by-
site education and evaluation programme. The programme 
encourages employee participation in recycling and ensures  
that they have access to the appropriate waste containers. 

Our waste contractor also assists us in recovering certain 
types of waste for recycling, such as parts washers, tyres and 
air drum units. Our strategy is to recover and recycle as many 
waste types as possible through our procurement processes.
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We manage thousands of tonnes of waste per year from our operations and from the customers  
who use our services. Reducing waste, and diverting more of what we do handle away from landfill, 
makes good business sense and reduces our impact on the environment too.

Waste

Our approach Our performance in 2013/14

We produce both hazardous and non-hazardous waste across 
our operations. Our non-hazardous waste comes mainly from 
the passengers who use our services, from our offices and from 
packaging from the goods we buy. Hazardous waste arises 
from our vehicle maintenance workshops and depots.

We have waste management contracts in place in the UK and 
across North America, allowing us to centrally monitor waste 
arising and disposal routes. We work very closely with our 
waste management contractors to identify opportunities for 
waste reduction and improve our recycling rates across all  
our divisions.

We apply the principles of the waste hierarchy (reduce, reuse, 
recycle, recover) in our approach. For example in the UK, our 
operating companies aim to segregate the majority of their 
general waste on site (at source). Even then, the general waste 
is sent to a picking station where mechanical treatment is 
used to further separate any remaining recyclable material for 
recycling. This allows us to ensure that the waste hierarchy 
is followed correctly and all recyclable material is recovered. 
In many cases, any residual waste is then shredded and baled 
and used as a refuse derived fuel for energy recovery. Typically, 
only any wet waste (food and liquid) goes to landfill and our 
future strategy will consider food segregation for composting 
and anaerobic digestion to help divert even more of our waste 
from landfill.

2013/14 FirstGroup non-hazardous  
waste recycling rates (%)
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*** North American data is for calendar years from  
 2010 to 2013 due to data availability, and is reported  
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 small proportion of hazardous waste that is recycled.  
 Exclusions: any location where waste removal is  
 paid for as part of a service charge or where a  
 government entity pays for all real estate costs  
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 Full methodology, scope and exclusions are available  
 on our website at www.firstgroupplc.com
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In UK Bus it is our policy to install partial water recycling 
facilities at all our depots. The partial reclamation units recover 
between 70% and 95% of water used for the vehicle washing 
process. In new depots we assess the cost effectiveness of 
installing rainwater harvesting systems such as those operating 
in our Southampton depot and the one proposed for our new 
depot in Glasgow.

In UK Rail, monitoring and leak detection are crucial in ensuring 
we minimise our environmental impact. We liaise with Network 
Rail, using leak detection and management specialists to 
monitor and manage water leaks. We also invest in water saving 
devices (such as water control systems for toilet areas and taps 
and shower units with push controls) when renewing assets, 
and other innovations such as rainwater harvesting for use  
in underframe train washing, which we currently use in  
First ScotRail’s Corkerhill depot.

In North America, we also monitor our water usage on a 
monthly basis.

Our water usage has increased by around 5% this year 
to 1,940,647m3, although the longer term trend shows a 
reduction of 2% against our 2010/11 baseline. Improving  
the quality and scope of our water data is a priority, and  
we will continue to look for ways to increase efficiency  
and manage leaks wherever possible across the Company. 
In North America we will develop strategies and programmes 
to support water reduction in those locations where we own 
vehicle washing facilities.

While we report on water usage across all of our divisions,  
our target this year was to reduce consumption in our UK Rail 
depots by 0.5%. We actually achieved a 22.9% reduction, 
mainly due to improvements in First Great Western, where 
annual water consumption reduced thanks to improved leak 
detection and by installing urinal flow controls.
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Water

We use water across our operations, most significantly for vehicle washing. Water is a valuable 
resource and we are mindful of the impact of our usage, and of leaks, on both cost control and  
the environment.

Our approach Our performance in 2013/14

Sustainable procurement

For us, sustainable procurement is an approach to supply chain management that seeks to actively 
manage and minimise the negative economic, social or environmental impacts from the sourcing of 
goods and services, while also maximising the positive impacts wherever possible.

Our approach Our performance in 2013/14

Our commitment to sustainable procurement is reflected in 
our organisational and procurement policies (including our 
Corporate Responsibility Policy, Procurement and Supplier 
Management Policy, and Supplier Code of Conduct) which 
require us to:
•	seek	to	ensure	that	goods	and	services	are	from	sources	that	 
 do not jeopardise human rights, safety or the environment
•	expect	suppliers	to	adhere	to	business	principles	consistent	 
 with our own (suppliers are expected to adopt and implement  
 acceptable safety, environmental, product quality, product  
 stewardship, labour, human rights, social and legal standards  
 in line with our Supplier Code of Conduct)
•	seek	to	work	with	suppliers	to	develop	long	term,	meaningful	 
 relationships that benefit both parties with the aim of  
 improving the quality, environmental performance and  
 sustainability of goods and services
• make purchasing decisions based on a Whole Life Cost  
 model and not on the purchase price alone.

In early 2014 we commissioned a robust, independent 
evaluation of our UK procurement practices against the 
principles of BS 8903:2010 (Principles and framework for 
procuring sustainably) by Action Sustainability, global leaders  
in sustainable supply chain management. 

We achieved a rating of ‘Improver’, awarded if the organisation 
has “embraced the requirements of the standard and has a plan 
to become fully competent in all elements of the standard”.

We also continue to actively promote Supplier Relationship 
Management (SRM) in support of our sustainable procurement 
efforts, using our certified BS 11000 approach for collaborative 
business relationships. 
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Keeping
people moving

We keep people moving every day on our services. Our customers are at the heart  
of everything we do, and we constantly strive to meet and exceed their expectations.

satisfaction rate for UK 
Bus passengers in the 
latest independent Bus 
Passenger Survey

of First Transit services 
were on time in 2013/14

major bus operator to 
sign up to the RNIB’s 
‘We’re On Board’  
bus charter

5th year 86% 95.6% 1st
of improvement in customer 
satisfaction in First Student

What we said we’d do What we did

Increase customer satisfaction levels  
in all our divisions 
 
 

Meet Public Performance Measure (PPM) 
punctuality targets in UK Rail 

Work in partnership with key stakeholders 
to improve UK Bus punctuality towards  
our goal of 95%

Meet on time performance  
in Greyhound of 89% 

Maintain above 95% on time  
performance in First Transit 

Customer and passenger satisfaction increased in UK Bus, 
First Student, and First Transit but, in line with wider industry 
trends, generally decreased in Greyhound and our UK train 
operating companies due to the impact of historically  
severe weather.

PPM was heavily impacted by infrastructure failures 
associated with the historically severe weather in the UK  
in December 2013 and February 2014.

Punctuality in UK Bus improved from 92.2% to 93% this year, 
making good progress towards our long term target of 95%. 

Target achieved (89.3%). 
 

Target achieved (95.6%).

Progress against targets

Key achievements
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On time performance and punctuality

First Transit

The definition of an ‘on time’ service varies depending on the 
individual contact.

96.311/12

95.712/13

13/14 95.6

11/12

12/13

13/14

90.0

86.1

88.3

11/12
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81.7

11/12
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90.7

91.4

93.0

11/12
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13/14

93.3

90.4

91.7

11/12

12/13

13/14

90.6

87.9

89.1

First Capital Connect

First Great Western

First ScotRail

First TransPennine Express

First Hull Trains

UK Rail punctuality 
(PPM* score expressed as  
a moving annual average)

On time performance  
(% of services classed as ‘on time’)

Greyhound

To be classed as ‘on time’, each Greyhound or Greyhound 
Express bus must be within 15 minutes of its scheduled 
departure time when leaving its originating point.  
This data does not include BoltBus.

89.111/12

91.412/13

13/14 89.3

UK Bus punctuality  
(% of services classed as ‘on time’)

10/11 90.5

12/13

13/14

11/12 92.2

93.0

92.2

Punctuality is the percentage of buses operating ‘on time’  
(no more than one minute early or five minutes late at  
designated timing points).

Our customers look to us for punctual, reliable transport services. 
Service performance has a major influence on customer and 
passenger satisfaction and we constantly strive to improve it.    

UK Bus 
We aim for our buses in the UK to meet industry standards of operating no more 
than one minute early or five minutes late.

In 2013/14, our focus on disciplined operations and partnerships with local 
authorities to improve on-road infrastructure for our buses has delivered a further 
improvement in punctuality standards to 93.0%, our highest for over five years.

UK Rail
Historically severe weather in both December 2013 and February 2014 caused 
significant problems for national rail infrastructure in the UK, with all of our operating 
companies affected to some extent. Flooding disrupted First Great Western’s 
network at both Maidenhead and in Somerset, whilst the sea wall at Dawlish 
collapsed in February, severing the line between Exeter and Plymouth. We worked 
closely with Network Rail as they rebuilt the section of track which reopened in 
April. In the meantime, in order to keep people moving, we operated a fleet of 
replacement buses as well as executive coaches between Exeter and key locations 
in Cornwall. We eased ticket restrictions at times of the worst disruption and 
provided complimentary refreshments, children’s packs, and meet and greet 
employees to welcome customers and offer assistance. We also operated an 
extensive plan to deploy additional employees and managers to help support local 
teams in looking after our customers and created a website to provide customers 
with updates on disruptions. Employees from all of our train operating companies 
and other parts of the Group volunteered to help station and onboard colleagues. 

Greyhound
Greyhound’s on time performance this year was on target at 89.3% (2012/13: 
91.4). Performance remained at a high level, reflecting the ongoing introduction 
of new and refurbished coaches and improved processes. However these gains 
were partly offset by the operational challenges arising from the historically severe 
weather during the year, meaning that we did not meet the same outstanding 
levels of performance as last year.

First Transit
First Transit’s on time performance remained strong this year and above target at 
95.6% (2012/13: 95.7). Performance improved within our shuttle and paratransit 
segments, but dipped slightly within our fixed route segment due to the impact  
of historically severe weather during the year. We continue to strive to exceed  
our goal of 95% for 2014/15.

First Student
We do not report on punctuality for First Student because target levels are 
defined separately within each individual contract.

Keeping people moving at Glasgow 2014
First Bus and First ScotRail are proud to be official supporters of the Glasgow 
2014 Commonwealth Games, providing passenger rail and bus services. We are 
proud of our Scottish heritage and the important role we play connecting people 
and communities up and down Scotland. First ScotRail is planning the most 
extensive train timetable that Scotland has ever seen in support of the Games, 
with additional carriages and more frequent services running until late at night 
for spectators as well as regular customers. Our UK Bus division was awarded 
the contract to offer shuttle services for athletes, technical officials, media and 
sponsors during the Games, and will operate additional buses around the city.

* The rail industry’s Public Performance Measure (PPM) reflects  
 punctuality and reliability. Trains are deemed punctual if they  
 arrive at their destination, having made all timetabled stops,  
 within five minutes of scheduled time for commuter and  
 regional services, and ten minutes for long distance trains.  
 The moving annual average is calculated over the 365 days  
 to 31 March 2014.
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Customer and passenger satisfaction

UK Rail – passenger satisfaction  
(% satisfied or good with their journey overall)

Source: Passenger Focus National Rail Passenger Survey.

Source: 
Passenger 
Focus Bus 
Passenger 
Survey.
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We are passionate about improving our customer experience and satisfaction. Our customer and 
passenger satisfaction surveys help us to measure these variables, identifying what we do well  
and where we can improve.

UK Bus
The independent passenger watchdog, Passenger Focus, 
consults more than 20,000 passengers to produce the 
annual Bus Passenger Survey (BPS) which compares and 
benchmarks passengers’ evaluations of the bus services they 
use. The survey covers services in England (outside London), 
although our Glasgow operations were also surveyed at our 
request this year. 

The most recent survey, carried out in autumn 2013, helps 
demonstrate that our transformation plan within UK Bus 
is working. The results showed a rise in overall passenger 
satisfaction across our surveyed services to 86% (2012/13: 81).  
We achieved scores of over 90% satisfaction in both our 
Glasgow and Suffolk operations. Strong satisfaction scores 
for punctuality (74%) and journey time (83%) also show that 
our transformation strategy is successfully delivering more 
punctual and reliable services.

UK Rail
The National Rail Passenger Survey (NRPS) provides a 
network-wide picture of customers’ satisfaction with rail travel. 
Twice each year, Passenger Focus collects passenger opinions 
of train services from a representative sample of passenger 
journeys. The latest survey was completed in the autumn of 
2013 during a challenging period when, in common with many 
others across the UK, both bad weather and infrastructure 
issues affected our five train operating companies. 

The detailed survey results highlight where we have made 
progress and where we have more to do. Passenger Focus 
noted that First Capital Connect (79%), First TransPennine 
Express (85%) and First ScotRail (87%) saw no statistically 
significant change in their overall satisfaction results compared 
with autumn 2012. First Hull Trains (86%) and First Great 
Western (80%) saw a statistically significant decline in 
satisfaction, mainly attributable to the impact of adverse 
weather conditions, as well as a number of rail infrastructure 
challenges, which affected the punctuality of our services; 
something we know to be a key driver of customer satisfaction. 

Amongst the results were some notable improvements for 
us. In comparison with autumn 2012, satisfaction scores for 
the upkeep and cleanliness of our stations saw statistically 
significant increases in First Capital Connect and First Great 
Western as a result of our sustained investment in this area. 
First Capital Connect was also the only train operating 
company surveyed to achieve a statistically significant 
improvement in satisfaction with our management of delays. 
We take time to study all of these findings and act on what  
our customers tell us is important.

Overall  
satisfaction  
with the journey

Satisfaction  
with value  
for money

Satisfaction 
with 
punctuality

Satisfaction  
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* 2011/12 data  
 only covers  
 the period from  
 September 2011  
 to March 2012.

Greyhound
This year we surveyed more than 17,000 customers about 
their journey with us, and saw a slight decrease in the number 
of passengers who would recommend our services to others, 
scoring 68.3% for Greyhound, 78.4% for Greyhound Express, 
and 93.1% for BoltBus. However we are proud that we have 
maintained high levels of customer satisfaction despite the 
exceptionally challenging weather conditions experienced this 
winter, and delivered improvements since 2011/12 across  
all of our brands.

During the year we expanded and reinforced our customer 
service excellence programme, and renewed our focus 
on the top complaints from customers, including on time 
performance and restroom cleanliness, both onboard and 
in terminals. We also expanded our provision of enhanced 
customer amenities and resources, such as our Wi-Fi enabled 
bus fleet and self-service ticketing kiosks at 12 additional 
terminals across our network. Customers continue to benefit 
from our disciplined investment and extensive refurbishment 
programme, with around 75% of our Greyhound fleet either 
new or like new.

First Student
We are delighted that our overall customer satisfaction score 
has continued to rise for the fifth year in a row, with an average 
rating of 8.36 out of ten (2012/13: 8.34). This positive result 
reflects our progress in embedding consistent operating 
procedures and best practices across First Student, including 
a clear and re-energised customer focus.

We are proud that our customers are recognising our  
continuing improvements and the strength of our partnerships. 
We have seen a six year upward trend in scores for ‘likelihood 
of recommending’ our services, now rated by customers at 
a high of 8.50 out of ten. Customer perceptions of our brand 
continue to improve, with increased scores in questions about 
trust, partnership strength and our position as market leaders.
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First Transit – overall customer 
satisfaction (average rating  
out of ten)

Source: First Transit surveys.

* 2013/14 results now include all  
 First Transit customers, including  
 those from First Vehicle Services,  
 which provides fleet maintenance  
 and ancillary support services for  
 public sector customers.

First Transit
For the first time we are able to report a single overall 
customer satisfaction score which covers all First Transit 
customers, including those from First Vehicle Services. 

Overall customer satisfaction rose this year to an average rating 
of 8.79 out of ten (2012/13: 8.65). We also saw improvements 
in scores across all key areas, including use of technology, 
commitment to safety, quality of operators, vehicle maintenance 
and likelihood to recommend our services. At over 61%, our 
survey response rate was at its highest for five years.

Source: 
Greyhound 
customer 
surveys.

Source: 
First 
Student 
surveys.
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Accessibility

We are committed to supporting customers with 
disabilities or restricted mobility and recognise 
that access to public transport services is often 
fundamental to such customers’ independence. 

Working with both national and local disability groups, we 
continue to invest in making our services more accessible  
and to improve the service we offer those with disabilities,  
for example, through better employee training.

In March 2014, we became the first major bus operator in the 
UK to sign up to the ‘We’re On Board’ bus charter, developed 
with blind and partially sighted people by the Royal National 
Institute of Blind People (RNIB). 

We have also partnered with leading charity, Guide Dogs,  
to develop bespoke training for our 17,000 UK Bus drivers – 
another first for the industry. The training will help increase the 
confidence of people who are blind or partially sighted to use 
bus services.

You can read more about our approach and performance  
in our online report at www.firstgroupplc.com

Greyhound Greyhound 
Express

BoltBus
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Helping our 
communities  
to prosper

of our UK employees 
donated to charity through 
payroll giving in April 2014

hours of driver and vehicle 
time donated to schools and 
community groups by First 
Student in 2013/14

Macmillan Cancer 
Support grants funded 
by us this year

Key achievements

£1.52m 3.81% 271 480
contributed to our 
communities in 2013/14,  
as measured by the London 
Benchmarking Group model

What we said we’d do What we did

Raise £100,000 by the end of December 2013 
through employee and customer fundraising 
for our UK Charity of Choice partner, Macmillan 
Cancer Support 

Achieve the bronze Payroll Giving Quality Mark  
in the UK 
 
 
 
 

Raise $50,000 for Children’s Miracle Network 
(CMN) in North America in 2013/14

By holding events such as the ‘World’s Biggest Coffee Morning’, 
and sponsored activities like marathons and baths of beans,  
our employees and customers raised over £50,000 between 
July 2012 and December 2013. This is short of our fundraising 
target but remains an important contribution to the charity.

Following a comprehensive restructure and relaunch of our 
payroll giving programme, over 3.8% of our UK employees 
now donate through payroll giving, successfully meeting the 
criteria for the bronze Payroll Giving Quality Mark. Due to the 
changes made to our systems this year, we did not have this 
data available in time to apply for the bronze award, but will 
make our application in 2014/15.

Employee fundraising, payroll giving and corporate donations 
to CMN amounted to over $48,000 for the year 2013/14, 
just short of our target of $50,000. With the relaunch of our 
charitable giving programmes in 2014/15 we hope to increase 
our contribution to our charity partners next year.

Progress against targets

We use our global scale and expertise to deliver shared value for our business and 
for the local communities in which we operate. We partner with charities, schools and 
colleges, community groups and many other agencies to help, educate and support 
people and widen their opportunities.
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Community engagement

Supporting growth and prosperity in our local communities

Our ambition is to be the preferred partner of the communities we serve, and we believe that strong 
community engagement is critical to nurturing the long term partnerships we have with our key stakeholders.

Our approach Our performance in 2013/14

Armed with our knowledge of local issues, and strengthened 
by our wider expertise, insights and skills, we aim to be the 
preferred partner of our communities and their primary source 
of solutions for the ever-growing problem of congestion.

Community engagement is critical to sustaining and improving 
our long term partnerships with key stakeholders, including 
our industry partners, customers, government and political 
stakeholders, and all those within our local communities. 
Across our global operations we have significant expertise 
in community engagement, and our aim is to ensure we 
consistently draw on this to maintain strong relationships  
with our partners.

This year we established a collaboration team of individuals 
representing each of our divisions and our corporate functions, 
tasked with identifying and sharing community engagement 
best practice across the Group. Drawing on our expertise  
in this area we have now developed a consistent framework 
for community engagement, supported by best practice tools 
and case studies. During 2014/15 we will continue to roll 
out the framework across the Group and deliver training to 
reinforce the skills and behaviours we have identified as being 
critical to effective engagement. We will share our progress 
with this work in our next report.

During the past year around 2.5 billion passengers relied  
on us to get to work, to education and training, to visit family  
and friends and for much more.
 
With our transport solutions we support the growth and 
prosperity of our communities, delivering direct benefits such 
as employment opportunities, wages and expenditure on 
goods and services, and indirect benefits like jobs within our 
supply chain. We employ 117,000 people and support many 
thousands more jobs through our global supply chain.

First Bus and First ScotRail are proud to be official supporters of the Glasgow 2014 Commonwealth 
Games, providing passenger rail and bus services. We are proud of our Scottish heritage and the important 
role we play connecting people and communities up and down Scotland. Building on the success of our 
London 2012 Games contract, we have worked in partnership with local authorities, industry partners and 
Games organisers to prepare for Glasgow 2014, and are proud to be playing  
an integral role in the success of the Games.

To illustrate this impact, for example, in September 2013 a 
major study by the Fraser of Allander Institute quantified the 
scale of First ScotRail’s contribution to the Scottish economy. 
The respected economics think tank reported that First 
ScotRail enabled total employment of 59,615 people in 2012/13, 
equating to an economic impact for Scotland of £1.5bn*.

The study also found that First ScotRail supports a total  
of £302.5m in wages across Scotland and that:
•	each	First	ScotRail	job	supports	an	additional	1.45	jobs		 	
 elsewhere
•	for	every	£1	paid	to	First	ScotRail	employees,	an	additional		 	
 £0.99 in wages is generated in Scotland.

Read more about our impacts on local communities and  
their economies online at www.firstgroupplc.com

Efficient transport solutions are a key enabler of economic growth, and as the challenges of 
congestion in our urban areas continue to intensify, our services are increasingly vital to keep  
people moving and communities prospering.

* Enabled employment is based on a measure employed by the New Economics Foundation  
 and is defined as the value of the wages generated by First ScotRail commuters, with an  
 estimated 31 million commuter journeys in 2012/13.



Our charitable programmes are in action every day as we keep 
people moving on our services. We work with charities that help 
us to see things through the eyes of all groups, including people 
with disabilities or with reduced mobility. For example, we 
partner with sight loss charities like Guide Dogs and the RNIB  
in the UK (read more on page 13). 
 
We also support projects helping to provide safety nets 
for vulnerable people who may come into contact with our 
networks. As part of our longstanding partnership with the 
National Runaway Safeline, Greyhound donated 440 bus 
tickets this year to the Homefree programme which enables 
young people who have run away to return safely to their 
families free of charge on the Greyhound network. In the past 
three years, 1,377 Homefree tickets have been issued to 
reunite teens with their families.

We also use our unique resources as a transport provider to 
benefit the communities we serve. For example, 271 hours were 
donated by First Student in 2013/14 to provide drivers and 
vehicles to support community projects such as educational 
field trips for students and ‘stuff the bus’ campaigns enabling 
communities to donate food and toys to those in need.
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Through our targeted support for long term charitable partnerships, and by mobilising our 117,000 
employees, we’re using our global scale and expertise to deliver shared value for our business and 
for our local communities. 

Community investment

Our approach

Our charitable programmes focus on those areas where we 
believe we can deploy our scale and expertise to achieve the 
greatest impact. Our programmes all link back to our vision 
– to provide solutions for an increasingly congested world, 
keeping people moving and communities prospering. 

Working at the heart of the communities we serve, our local 
teams are uniquely placed to drive this by:
•	developing	long	term	partnerships	with	the	charitable
 organisations most aligned with our business
•	mobilising	our	people	to	support	these	partnerships	through
 our charity committees and charity champion programmes,  
 and by encouraging personal commitments like fundraising
 and payroll giving.

The majority of our charitable support (through cash donations, 
employee volunteering time and gifts in kind) is focused on 
the promotion of education, employability and skills. Our aim 
is to empower people to reach their full potential and change 
individual lives to help the communities we serve to prosper. 
For example, our graduate engineers in the UK are helping to 
encourage future talent through a long term partnership with 
the Smallpeice Trust, in which they use their skills as mentors, 
inspiring young people and underrepresented groups to take 
up science, technology, engineering and maths.

We also focus our support in a number of other areas where 
strong, relevant partnerships with community organisations 
can provide mutual benefits for our business and our local 
communities. For example, we give support to environmental 
projects aiming to reduce the impact of congestion on our 
communities by cutting carbon emissions, improving air quality 
and encouraging sustainable transport. In partnership with 
the Forestry Commission, our UK Rail operating company, 
First TransPennine Express, has run an award winning Green 
Grants scheme since 2008, providing support to community 
led environmental improvement initiatives in the north of 
England and south of Scotland.

We also have flagship Charity of Choice partnerships with 
Macmillan Cancer Support (in the UK) and Children’s Miracle 
Network (in North America) and have already raised significant 
funds for these great causes.

We work in partnership with the Smallpeice Trust in the UK 
to deliver residential courses which offer young people the 
opportunity to find out about specific areas of engineering.  
Nine graduate engineers from our UK Rail division mentored 
groups of students from various schools on residential courses 
this year. Through tailored design and build activities, our 
graduates help students to develop transferable skills (such 
as problem solving, creative thinking, teamwork and time 
management) essential to their future learning and careers.

In 2013/14 we received a record 71 applications for funding 
through the Green Grants programme run by First TransPennine 
Express in partnership with the Forestry Commission. Over 
£20,000 has been shared between 13 approved applications, 
supporting projects making a long term visible improvement 
to the physical local environment and benefiting the local 
community. Projects include habitat protection, woodland 
development and community gardens.



During 2013/14 we carried out a robust consultation across 
our business to review the focus of our charitable initiatives 
and see how our employee programmes such as payroll 
giving were being received. We have used the results of the 
consultation to develop a refreshed programme that we will 
launch in 2014 to provide greater consistency and clarity  
on the Group’s community investment strategy. 

One of the early actions of this review has been to relaunch 
our payroll giving programme for UK employees. Payroll 
giving enables employees to make monthly charitable 
donations straight from their pre-tax salary, providing a 
continued and vital source of income to charities. We 
have streamlined our internal processes and introduced 
promotional events in our UK workplaces in partnership with 
professional fundraising organisation Payroll Giving in Action, 
helping us to achieve 3.81% employee participation in payroll 
giving, ahead of our target of 1%.

We have also refreshed our Charity of Choice partnerships 
with Macmillan Cancer Support and Children’s Miracle 
Network. 

In North America, our employees gave $38,017 through 
fundraising and payroll giving (and we gave a corporate 
donation of $10,000) to our Charity of Choice, Children’s 
Miracle Network, this year. Our continued support over many 
years has helped the charity with their 170 hospitals, which 
provide outstanding medical care, life-saving research, and 
preventative education to help millions of children overcome 
diseases and injuries of every kind.

During 2013/14 FirstGroup and our employees gave over 
£303,000 to Macmillan Cancer Support, of which £49,327 
was employee fundraising, £160,500 was the commercial 
value of gifts in kind (such as advertising space on our 
buses), and £93,445 was in corporate donations, bringing 
the total value of the partnership since it launched in July 
2012 to over £708,000.

In September 2013 we held our most successful Macmillan 
Cancer Support fundraising event yet, raising £21,911 for 
their flagship ‘World’s Biggest Coffee Morning’. Thousands  
of employees, including our Chief Executive, took part in  
48 coffee morning events in offices, depots and stations 
across FirstGroup. 

All our funds go towards Macmillan Cancer Support’s  
grant giving programme, providing a financial lifeline when 
serious financial problems connected with cancer arise.  
Our corporate and employee fundraising donations enabled 
the charity to fund 480 grants in our operating areas in 
2013/14. A grant helps people to purchase essential  
items like a new washing machine, fridge or other services,  
or to pay for unavoidable expenses such as fuel bills. 

“In the summer my wife was taken ill with pancreatic cancer 
and was admitted to a nearby hospice. With the assistance 
of a social worker at the hospice, I was able to apply for a 
Macmillan grant to help pay towards a stairlift. I gratefully 
received a Macmillan grant of £300 which meant my wife was 
able to return home. It would have been impossible without it.” 
Grant beneficiary, 2013

We are on track to meet our target of £1m for Macmillan 
Cancer Support by March 2015.

Our performance in 2013/14
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1,515,651 387,343

Total FirstGroup community 
investment (£) measured using the 
London Benchmarking Group model

Total 2013/14 donation 
including cash, time and  
in kind (£) by division

Total 2013/14 leverage 
(£) by source

Cash 
Contributions made directly by the 
Company such as donations and 
matched funding

Time 
Includes employee volunteering, 
school visits and volunteered driver 
time for community events

In kind 
Includes donated travel tickets, 
advertising space and vehicle hire

Leverage 
Additional contributions from 
other sources such as employees, 
customers and suppliers

Total value of our Macmillan Cancer Support 
partnership (£) since July 2012 against our £1m target

July 
2012

£708,258
Target
£1m

March 
2013

March 
2014

March 
2015

Corporate donations

Employee fundraising

In kind (commercial value)

£404,985

* Includes external sources such as customers 
 and suppliers.

0.2% First Transit24.7% Group

6.2% Greyhound60.1%UK Rail

2.2% First Student6.6% UK Bus

29.6% Payroll giving

9.7% Other *

60.7% Employee fundraising
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Reduce employee injury rate  
(per 1,000 employees) by 8% 

Reduce Lost Time Injury* rate  
(per 1,000 employees) by 8% 
 

Reduce passenger injury rate  
(per million miles) by 12% 

Reduce vehicle collision rate** 
(per million miles) by 9%  

Reduce SPAD*** (Signals Passed at Danger) rate 
(per million rail miles) by 11% 

Reduce incidents of sleeping children in First 
Student (per million miles) by 25%

* Over one day, and excludes assault, shock and trauma.     ** Excludes rail.     *** Category A only.

Dedicated 
to safety

What we said we’d do What we did

Progress against targets

Always front of mind, safety is our way of life. Our goal is for zero injuries and  
we continue to evolve and develop our safety programmes to achieve this across  
the Group. We also recognise that work, health and wellbeing are closely linked,  
and we collaborate with our employees to create safe, supportive work environments 
and promote the broader benefits of a healthy lifestyle.

reduction in passenger 
injuries per million miles  
in First Student this year

years in a row of First Student 
as winners of the Occupational 
Excellence Achievement Award 
from the National Safety Council

reduction in employee 
injuries per 1,000 
employees in 
Greyhound this year

Key achievements

3 6% 2 13%
meetings of our newly 
created Board Safety 
Committee during 2013/14

Our normalised employee injury rate increased by 3% this 
year to 35.8 (2012/13: 34.7) although the severity of injuries 
has reduced.

Our normalised Lost Time Injury rate remained constant 
this year at 8.5 (2012/13: 8.6) but our rate of days lost has 
improved, showing that we are better managing employee 
return to work.

Our normalised passenger injury rate increased by 1.8%  
this year to 4.35 (2012/13: 4.27). 

Our normalised vehicle collision rate increased by 7%  
this year to 15.5 (2012/13: 14.4). 

Our normalised SPAD rate increased by 11% this year to 0.57 
(2012/13: 0.51), although our 2012/13 performance was 
particularly strong.

Our normalised rate of incidents of sleeping children increased  
this year to 0.03 (2012/13: 0.01).



After seeing improvement over a number of years, and very 
strong performance in 2012/13, the rate of progress against 
our safety targets has slowed this year. Performance has  
been affected by a number of issues, not least the historically 
severe weather conditions experienced by our divisions in 
North America in the last quarter of 2013/14. This can be 
seen, for example, in the increased rate of vehicle collisions 
compared with the same three months of the previous year.

There were no employee fatalities in 2013/14, although  
sadly there were three passenger fatalities (2012/13: 3),  
one in Greyhound and two in UK Bus. The impact of tragic 
incidents such as these cannot be overestimated and  
reaffirms the importance of our goal of zero injuries.

We are never complacent and continuously look to improve 
our Injury Prevention programme. During 2014/15 we will  
be reinvigorating our programme to build on the progress  
we have made and continue the momentum that we have 
seen in previous years. Our aim is to reinforce safety as a 
personal core value of each of our employees, and create  
an even stronger culture and climate of safety across all  
of our operations.
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The safety and security of our customers and employees is fundamental in everything we do. 
We continually seek to improve the safety culture throughout our business, notably through our core 
safety programme, Injury Prevention. We build on the latest industry standards to develop operating 
practices which are strictly adhered to and regularly reviewed. Injury Prevention has been rolled out 
across all of our operations and is designed to engage all of our employees, encouraging good safety 
practices and a strong safety culture.

Health, safety and wellbeing

Our performance in 2013/14

* Over one day, and  
 excludes assault,  
 shock and trauma.

We believe that by adopting the right attitude to safety and 
implementing the right policies, procedures, equipment, 
training and support, we will achieve the highest levels of 
safety for our customers and employees. 

Our commitment to safety is led from the top. Our Executive 
Safety Committee (ESC) is chaired by the Chief Executive 
and meets on a monthly basis to review the Group’s safety 
performance and practices, and to approve Group safety 
policies and procedures. It comprises divisional leaders, Group 
directors and the Group Safety Director. The ESC exists to:
•	provide	leadership	for	safety	issues	across	FirstGroup
•	challenge	the	divisions	to	deliver	the	best	possible	safety	 
 performance
•	challenge	the	Group	Safety	team	to	understand	the	drivers	 
 of safety performance and to formulate strategy, policy and  
 actions accordingly.

Our newly created Board Safety Committee took effect  
from 1 April 2013 and met three times during 2013/14.  
The Committee reviews the safety performance of the Group  
on behalf of the Board, oversees the management of the 
Group’s operational safety risk profile and promotes a positive 
safety culture throughout the Group. 

Group-wide safety performance
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Valuing  
our people

What we said we’d do What we did

Establish an action plan to 
progress towards our goal 
of building and sustaining 
a workforce that is broadly 
representative of the 
communities we serve 
 
Our aspiration is that by 2015,  
at least 20% of Board positions 
are held by women

Implement our new performance 
and capability development 
process across our supervisory 
and management groups

Re-survey the Group in 2013/14 
to measure progress made 
since our initial 2010 employee 
engagement survey

Provide advice that allows 
employees to improve their 
wellbeing at work

Maintain driver turnover below 
15% in UK Bus 
 

An action plan has been developed and approved which includes launching  
our new equality, diversity and inclusion policy (and supporting framework), 
setting out diversity and inclusion priorities for each of our divisions, and running 
employee focus groups in the UK to collect views of the employee experience  
at FirstGroup. 

As stated in our Annual Report and Accounts, with the appointment of Imelda 
Walsh, we are moving towards our aim to raise the proportion of women on  
our Board (subject to her election by shareholders at our AGM in July 2014).

This programme of work is underway and all areas of the business will go live  
with the new process and approach in April 2014. Support and training will  
embed the approach throughout the year. 

In 2013/14 we conducted pulse surveys (taking a sample of employees) across  
all divisions, and a full census survey for UK Rail and Group employees in order  
to measure the progress made since our last full Group-wide survey in 2010.  
In mid-2014 we will conduct a full census survey across all divisions.

We have improved access to wellbeing campaigns across all divisions, with  
better communication of events and wellbeing champions in place in many  
of our businesses.

With driver turnover for 2013/14 at 13.6% we have achieved our target.  
Much of this is due to increasing levels of employee engagement in UK Bus 
through our Better Journeys for Life strategy, as well as ongoing investment  
in leadership development for our managers.

Progress against targets

With 117,000 employees, our people are at the heart of our success. 

of First ScotRail employees chose to 
disclose diversity information in our 
voluntary monitoring survey in 2013

reduction in absence 
in UK Bus this year, 
meeting our target

increase in employee 
engagement in UK Rail, 
reaching 74%

62% 2.5% 8 point 20%
aim for Board positions 
to be held by women 
by 2015

Key achievements



121,687

21

Diversity and inclusion

We aspire to be a diverse and inclusive organisation because we believe that diversity brings benefits 
for our customers, communities and our people. Valuing our differences and drawing on our collective 
knowledge and experience helps us develop new services, open up new markets and broaden our 
customer base.

Our approach Our performance in 2013/14

For us, embracing diversity and inclusion means recognising 
that everyone has a contribution to make in a work environment 
free from prejudice and bias. We value our differences, and are 
committed to equality of opportunity, diversity and inclusion, 
both in our Boardroom and in our wider business.

We have made this commitment because we believe that: 
•	an	open	and	more	inclusive	environment	will	build	trust	 
 and confidence within our teams and generate a culture in  
 which everyone feels valued and respects their colleagues
•	greater	diversity	will	broaden	our	understanding	of	our	 
 communities and customers, giving us a competitive  
 advantage
•	diverse	experiences and attitudes bring benefits such as  
 innovation, creativity and better approaches to tasks and  
 issues 
•	greater	awareness	of	unconscious	bias	will	help	facilitate	 
 better decision making
•	a	more	diverse	and	inclusive	culture	will	attract	a	wider	 
 pool of candidates and build our reputation as an employer  
 of choice.

To support our diversity ambition, we have developed an action 
plan to help drive change across the Group, starting with the 
launch of a new equality, diversity and inclusion policy in 2014. 

We know we have a significant challenge ahead. Transport is 
not traditionally a diverse sector and has struggled to attract and 
retain a diverse cross-section of talented people. Our employee 
profile is reflective of the wider transport industry. For example, 
women currently make up only 9% of our UK Bus division, 20% 
in UK Rail, 28% in Greyhound and 33% in First Transit (however 
women comprise 56% of First Student employees).

To provide leadership for our diversity action plan, in 2013 we 
established a steering group comprising leaders from our UK 
businesses to champion and challenge us on diversity issues. 

In particular, the group has supported the development of, and 
consultation on, our new equality, diversity and inclusion policy. 
The policy, which will be launched in 2014, is the first step in 
our action plan and sets out our leadership commitment for 
diversity. It will clearly define the responsibilities of our plc and 
divisional Boards, our HR team, managers and all colleagues.

In anticipation of the launch of the policy, a manager’s guide 
called Setting the Highest Standards for People Management 
was issued in the UK in November 2013. It included topics with 
strong diversity themes such as guidance around recruitment, 
bullying and harassment, and family-friendly rights. 

We have also reached out to expert organisations and 
networks to understand how we can use best practice 
within FirstGroup. We actively participate in Business in the 
Community’s diversity groups (Opportunity Now and Race  
for Opportunity) and Mercer’s Vanguard Diversity Network.

In addition we have improved the quality of information gathered 
on the diversity of our employee base. We have comprehensive 
information on the gender profile of our workforce across the 
Group but limited data in other areas such as the ethnicity of  
UK employees. We conducted a pilot in First ScotRail in 
October 2013 to collect more complete employee data using a 
voluntary diversity monitoring questionnaire within our employee 
survey (Your Voice). This approach proved successful with 
62% of employees disclosing their diversity information.  
This approach will now be used in our UK Your Voice 
employee surveys in 2014/15.

Total employees
121,687 active employees  
at 31 March 2014. ∆

Senior managers
At 31 March 2014. ∆

Top 342 (members of  
our Be First leadership 
programme).

Plc Board
At 31 March 2014. ∆

Following recently announced 
changes to the Board which 
take effect in June 2014, the 
ratio of Board Directors will 
be 11% female : 89% male.

Employee Directors
At 31 March 2014. ∆

Graduates
September 2013 intake 
(engineering, operations, 
and commercial). ∆

Apprentices
September 2013 intake 
(engineering, customer 
service, operations, control, 
and management). ∆

∆ Within KPMG’s limited assurance scope. Please see page 25.

61.1% male

38.9% female

84.2% male

15.8% female

100% male

0% female

100% male

0% female

64.3% male

35.7% female

84.6% male

15.4% female
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Learning and development

We believe that continued investment in our 117,000 employees is fundamental to our success  
and to positioning FirstGroup as an employer of choice. It enables our people to realise their full 
potential and to continuously improve their performance and contribution to the long term success  
of our business.

Our progress in 2013/14Our approach

In 2013/14 we launched a comprehensive development 
offering for our top 350 leaders across the business in the  
UK and North America. This programme is designed to support 
and accelerate the delivery of our Group-wide vision, strategy 
and values and will continue into 2014/15.
 
We also delivered a very successful leadership programme 
to more than 150 managers and leaders across our UK Bus 
division. This programme is now in its second phase of delivery 
in line with our UK Bus transformation programme. The full 
programme will involve over 250 managers across the division. 
In our UK Rail division we have delivered a pilot programme to 
around 150 managers and leaders in our First TransPennine 
Express franchise. This programme will be rolled out across 
our remaining train operating companies in 2014/15.

To support our new performance management approach 
across our business, we also launched a comprehensive 
training programme to be delivered to all 7,000 managers 
across the Group. To date more than 2,000 managers have 
received this training in the UK, with the remainder planned  
for 2014/15 in both North America and the UK.

Significant work was undertaken in 2013/14 to further develop 
and improve our driver training approach, with particular focus 
on safe driving and improved customer service skills in our 
driver population. This was piloted in our UK Bus division  
and will be rolled out further across the business in 2014/15. 
It is expected to deliver significant improvements in accident 
rates (particularly in the new driver population) and to reduce 
customer complaints.

We are proud when our investment in our people is recognised 
as best in class. This year, First ScotRail, which employs more 
than 4,700 people, gained Investors in People (IiP) Gold status, 
making it the largest IiP Gold accredited company in the UK,  
as measured by number of employees.

Building on the success of our London 2012 Games contract, 
more than 3,000 of our employees are undergoing specialist 
‘World Host’ customer service training ahead of the 2014 
Commonwealth Games to guarantee a world class welcome 
to those visiting both Glasgow and Scotland this summer.

Our learning and development provision extends from 
our most senior leaders across the business down to our 
customer-facing employees in our divisions. The largest 
proportion of our 117,000 employees are drivers, and we 
invest significantly in ensuring that they are professionally 
competent, safe and skilled in providing the best transport 
service to the 2.5 billion passengers we carry every year. 

Delivering high-quality, effective learning to our drivers and 
around 7,000 managers across the UK and North America  
is a challenge as we are not able to withdraw them for long 
periods of time from their roles. We have worked hard to find 
powerful ways of engaging our employees in practical and 
relevant learning activities which help them to improve every  
day. Many of these are delivered at or near to their workplace. 
Some elements, such as our manager and leader development 
skills frameworks, are common across the Group while others 
are tailored to local business environments such as technical  
and customer service training.  

We define learning as a permanent change in behaviour. We 
know that when learning activity is engaging and stimulating, 
employees are more likely to apply their learning in the 
workplace. That is why all our services and solutions begin with 
a business need and include practical, pragmatic content that:
•	imparts	knowledge	and	information
•	equips	employees	with	skills	and	capabilities
•	provides	opportunities	to	shape	new	behaviours
•	motivates	and	engages	employees	
•	reinforces	performance	development	processes	and	skills.

This approach is applied regardless of hierarchical position in 
the organisation. We believe that people learn best when they 
are provided with the right learning experiences, tools and 
content with relevant support to apply this learning. We also 
understand that all learning should be delivered with a clear link 
to real workplace challenges and easily adapted and applied  
to improve the outcomes our organisation delivers every day. 

Ongoing investment in our people helps to drive employee 
engagement and retention and our fully supported lifelong 
learning programme has been in place for a number of years.  
We also have a thriving apprenticeship programme and a 
successful graduate programme which we have recently 
extended to include placements in our divisions in North America. 

score out of 5 given by UK Bus leaders and 
managers when asked to rate the impact of 
our leadership programme in helping them 
improve their effectiveness in their role

of our leaders are going through a 
comprehensive development programme 
designed to support and accelerate the 
delivery of our vision, strategy and values

Only 3% 4.1 Top 350
of all Investors in People organisations 
have achieved Gold status. First ScotRail 
is one of only 81 organisations in 
Scotland to have gained this award
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We work with The Prince’s Trust through the Get Into Railways 
programme in First Capital Connect, which has been running 
since May 2012 with four intakes of 15 people completed 
so far (and a fifth planned for July 2014). This is part of the 
Trust’s Get Into… series, which provides skills and experience 
in a particular sector to UK residents aged 16 to 25 who are 
unemployed. Typically around 50% of young people completing 
a Get Into… course move on to work, with a further 25% 
going on to more training. In the case of First Capital Connect, 
81.4% of the 44 people who took part in the first three Get Into 
Railways courses were offered either an apprenticeship or job 
with the operator.

Employee engagement

With 117,000 employees, our people are our greatest asset. We want to inspire them because we 
know that organisations with engaged employees deliver higher quality customer service and are 
safer, more profitable, productive and innovative. They are also great places to work with lower  
levels of employee turnover and absence. 

Our progress in 2013/14Our approach

In 2013/14 we conducted a full employee engagement  
survey in UK Rail and pulse surveys in all other divisions.  
The pulse surveys showed a significant increase in employee 
engagement, which we would attribute to the successful 
embedding of our vision and strategic transformation plans 
within our divisions. In addition, we saw improvements in 
engagement scores on topics including safety, learning and 
development, and customer service, with the latter two scores 
now higher than the global transportation norm according to 
benchmarking data from Towers Watson (who manage our 
employee engagement surveys).

Our annual survey of UK Rail employees also saw an  
increase across all category scores for the third year in a row. 
The greatest engagement improvements were seen in our 
‘manager’ categories, which have been a particular focus  
of development activities. Engagement increased to 74% 
(2010: 66), with an improvement in ‘actively engaged’ 
employees compared with the previous year. We saw significant 
improvements to our values index (which measures how well 
embedded our Group values are) in the areas of ‘setting the 
highest standards’ and ‘being supportive of each other’.

In order to drive employee engagement within UK Rail,  
we have created an employee engagement forum where  
we identify and share best practice ideas, and use the results  
of our Your Voice employee survey to inform future strategies. 
For example, building on their Your Voice survey results our 
First Hull Trains operating company has now implemented a 
new recognition scheme, an employee suggestion scheme, 
and a ‘Meet the Board’ communications initiative. Managers 
have also completed ‘Back to the floor’ days, where they work 
in frontline customer service roles, and new uniforms have 
been launched with direct involvement from employees. All of 
this is a direct result of the insight that Your Voice has provided 
to the business. We will be extending the initiative by creating 
a Group-wide engagement forum in 2014/15. 

Our Your Voice employee surveys are the primary way we 
measure engagement. We conduct these surveys annually  
in UK Rail and last year conducted a pulse survey (a sample  
of employees across all divisions) to measure the progress 
made since our last full Group-wide survey in 2010. In 2014/15 
we will conduct a Group-wide survey across all divisions.

From the survey results we review our people strategies to 
ensure we are focused on what really matters to our people 
and our business performance. In addition to these reviews 
we run location-specific focus groups to obtain more detailed 
feedback from our employees and involve them in proposing 
solutions for the issues identified.

In 2013 our Board identified employee engagement as critical 
to both the success of our business and in making FirstGroup 
a great place to work. We mobilised a senior leader from 
each division, along with representatives from our HR and 
Communications teams to create an ‘area of expertise’ 
group. This team was tasked with identifying best practice 
in employee engagement across FirstGroup and sharing this 
across all divisions to increase engagement. This group’s 
recommendations on recruitment, training and wellbeing  
will be shared in 2014/15.

We are active supporters of the ‘Engage for Success’ 
movement for which our Chief Executive is a senior sponsor. 
This organisation is focused on increasing employee 
engagement and is the source for many large companies who 
want to share initiatives and best practice. We use the Engage 
for Success model (which describes how best to engage 
employees) as our approach across all FirstGroup divisions.
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Providing solutions for 
a congested world

Energy and climate change
•	Reduce	carbon	emissions	in	each	division	in	line	with	our	climate	change	strategy
•	Achieve	the	Carbon	Trust	Standard	for	our	UK	operations
•	Reduce	energy	usage	in	buildings	(where	we	pay	directly	for	what	we	use)	by	1%	in	the	UK
•	Reduce	energy	usage	in	our	top	100	buildings	(by	consumption)	by		2%	in	North	America 
 
Significant air emissions
•	Complete	at	least	75%	of	our	annual	UK	Bus	mileage	using	vehicles	fitted	with	engines	 
 at Euro 3 standard or higher
 
Waste
•	Increase	waste	recycling	in	UK	Bus	and	UK	Rail	divisions	by	5%
•	Reduce	waste	arising	by	1%	in	First	ScotRail
•	In	North	America,	increase	waste	recycling	by	2%	and	reduce	waste	arising	by	2%
 
Water
•	Reduce	water	use	in	our	UK	Rail	division	by	6%
 
Sustainable procurement
•	Prioritise	and	implement	the	recommendations	from	the	independent	evaluation	of	 
 our UK procurement practices against BS 8903:2010 (Principles and framework for  
 procuring sustainably)

Helping our communities 
to prosper

Community engagement
•	Roll	out	our	community	engagement	best	practice	programme	across	the	Group

Community investment
•	Launch	our	refreshed	Group-wide	community	investment	programme	following	our	 
 consultation in 2013/14 
•	Achieve	a	silver	Payroll	Giving	Quality	Mark	in	the	UK	(awarded	to	employers	achieving	 
 5% employee participation in payroll giving) by April 2015 
•	Improve	our	data	collection	processes	in	North	America	for	our	London	Benchmarking	 
 Group reporting, resulting in more comprehensive information on the Group’s charitable  
 activities

Keeping people moving On time performance and punctuality
• Improve on time performance and punctuality across all divisions

Customer and passenger satisfaction
• Increase customer and passenger satisfaction scores in all divisions

Our targets
for 2014/15



Dedicated to safety Health, safety and wellbeing
•	Reduce	employee	injury	rate	(per	1,000	employees)	by	6%
•	Reduce	Lost	Time	Injury	rate	(per	1,000	employees)	by	9%
•	Reduce	passenger	injury	rate	(per	million	miles)	by	10%
•	Reduce	vehicle	collision	rate	(per	million	miles)	by	11%
•	Reduce	SPAD	(Signals	Passed	at	Danger)	rate	in	UK	Rail	(per	million	rail	miles)	by	19%
•	Reduce	incidents	of	sleeping	children	(per	million	miles)	by	56%

We	engaged	KPMG	LLP	to	undertake	a	limited	assurance	engagement,	reporting	to	FirstGroup	plc	(‘FirstGroup’)	only,	using		
the	International	Standard	on	Assurance	Engagements	(‘ISAE’)	3410:	‘Assurance	Engagements	on	Greenhouse	Gas	Statements’		
and	ISAE	3000:	‘Assurance	Engagements	Other	Than	Audits	or	Reviews	of	Historical	Financial	Information’	over	the	selected	
corporate	responsibility	performance	data	that	have	been	marked	within	this	report	with	a	∆.	

KPMG	LLP	has	provided	an	unqualified	opinion	in	relation	to	the	selected	corporate	responsibility	performance	data	and		
their	full	assurance	opinion	is	available	in	the	corporate	responsibility	section	of	our	website	(www.firstgroupplc.com).

The	level	of	assurance	provided	for	a	limited	assurance	engagement	is	substantially	lower	than	a	reasonable	assurance	
engagement.	In	order	to	reach	their	opinion,	KPMG	LLP	performed	a	range	of	procedures	which	included	interviews	with	senior	
managers,	examination	of	reporting	systems	and	documentation,	as	well	as	selected	data	testing	at	a	divisional	site	and	Group	
level	in	both	the	UK	and	North	America.	A	summary	of	the	work	they	performed	is	included	within	their	assurance	opinion.

Non-financial	performance	information,	greenhouse	gas	quantification	in	particular,	is	subject	to	more	inherent	limitations	than	
financial	information.	It	is	important	to	read	the	selected	corporate	responsibility	performance	information	contained	within	this	
report	in	the	context	of	KPMG	LLP’s	full	limited	assurance	opinion	and	FirstGroup’s	reporting	guidelines	for	the	selected	corporate	
responsibility	performance	data	which	are	available	on	our	website.

Reference to external assurance in the FirstGroup plc 
corporate responsibility report
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Valuing our people Diversity and inclusion
•	Progress	towards	our	aspiration	of	20%	female	representation	on	our	plc	Board
•	Commence	the	rollout	of	our	diversity	and	inclusion	action	plan	across	all	divisions
•	Build	a	greater	awareness	of	the	value	of	diversity	and	inclusion	amongst	our	managers	and	colleagues		
	
Learning and development
•	Continue	to	invest	in	building	leadership	capability	for	managers	at	all	levels	across	the	Group		
	 with	standardised	approaches,	tools	and	programmes
•	Improve	our	e-learning	provision	and	capability	including	the	implementation	of	a	standard,		
	 Group-wide	learning	management	solution
•	Improve	the	sharing	of	learning	and	development	best	practice
	
Employee engagement
•	Increase	our	Your	Voice	employee	engagement	survey	scores	across	our	UK	Rail	division
•	Deliver	a	full	census	Your	Voice	survey	across	all	divisions	and	achieve	increased	scores	compared		
	 with	our	2010	results
•	Share	the	results	and	recommendations	of	our	employee	engagement	best	practice	review	across		
	 the	Group

Employee wellbeing
•	Create	a	Group-wide	wellbeing	forum	with	representatives	from	each	division
•	Reinvigorate	our	health	surveillance	programme	for	UK	Bus	and	UK	Rail
•	Continue	to	develop	occupational	health	provision	within	UK	Bus	in	line	with	clinical	recommendations



We want to hear from you
Feedback is an important part of our dialogue with 
stakeholders and helps us to gain a better understanding 
of the issues you would like us to report on. Please do 
take the opportunity to provide us with your views by 
contacting us at our corporate office above.

Principal and  
registered office

FirstGroup plc
395 King Street
Aberdeen AB24 5RP
Tel: +44 (0)1224 650100
Fax: +44 (0)1224 650140

Registered in Scotland
number SC157176

London corporate office

FirstGroup plc
50 Eastbourne Terrace
Paddington
London W2 6LG
Tel: +44 (0)20 7291 0505
Fax: +44 (0)20 7636 1338

 
www.firstgroupplc.com


