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As a society we face some unprecedented challenges over the next few 
decades. I was particularly struck by the announcement last year that the 
world’s population now exceeds seven billion and for the first time in human 
history, more people live in cities than elsewhere. With ever more people living 
closer together the problems of congestion multiply and the need for creative 
transport solutions increases. 

As the leading transport operator in the UK and North America we know 
transport: we design and operate more networks, we hire and train more 
employees, we procure, maintain and deploy more vehicles, we work with 
more local communities, and we do more of all these activities than any  
other company. This breadth of experience and wealth of knowledge  
within our business has created a management capability that can create  
a competitive advantage for us. We can provide transport solutions that  
open up opportunities and experiences for our customers and create strong,  
vibrant and sustainable local economies. 

We are working to deliver sustainable transport solutions 
that are vital to building a better future for our economy,  
our environment and our communities. 

Our services are key to economic prosperity and provide a means of moving 
people more efficiently, using fewer resources and producing lower emissions 
than private vehicles. 

We will do this by continuing to invest in efficient vehicles, cleaner technology, 
sustainable property and employee development; all of this continued 
progress is illustrated in this report. At the same time we will build new and 
existing partnerships to help connect our communities, enhance customer 
service and drive business growth. 

None of this is possible without the support of our 124,000 people and 
the creative power they represent. Fundamental to our success will be the 
ability to harness the strength that exists within our organisation. We have 
established and are introducing new values for the Group that define our 
culture and will support consistent behaviours. 

Safety remains one of our key values and we continue to encourage  
everyone to lead by example to ensure that safe behaviour becomes 
everyone’s responsibility. We saw a reduction in both passenger injuries  
and Lost Time Injuries to staff for the fifth successive year. However we  
deeply regret that three employees and five passengers sadly lost their  
lives as a result of accidents this year. These tragic incidents underpin  
our belief that we must relentlessly pursue our goal of eliminating  
workplace accidents. 

In the coming year we will 
continue to promote employee 
wellbeing and will strive 
to ensure our people and 
customers feel valued. In this 
report we set out some of our 
achievements during the year 
and the progress we are making. 

Tim O’Toole Chief Executive

Message from the Chief Executive 

Our overall BITC score 
this year was 88%  
which places us in the 
silver performance band.

First is a FTSE4Good constituent company. 
The FTSE4Good Index Series measures the 
performance of companies that meet globally 
recognised corporate responsibility standards.
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For further information go to:
www.firstgroup.com/corporate/cr/

• 18% reduction in Lost Time Injury rate

• 12% reduction in vehicle collision rate

• £27m investment in new ticketing technology for our UK buses

• $100m investment in new and refurbished vehicles in Greyhound  
 over the last two years 

• Improved customer satisfaction in most of our businesses

• Membership of the UK Government ‘Employee Engagement  
 Task Force’

• Improved employee engagement in UK Rail where full surveys  
 were conducted

• Achieved the Carbon Trust Standard in our UK operations

• Reduced energy use across our UK property portfolio and the  
 top 100 properties in North America

• Further reduced carbon emissions per passenger kilometre  
 in the UK and emissions per vehicle kilometre in North America

• £1.6m contribution to community investment

Key achievements
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£3bn

Spending  
on goods 

and services
£2.9bn

Employee  
costs

£6.5bn

Revenue  
over

124,000

No. of  
employees

2.5bn

Passengers 
transported  

per year
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Our commitment to Corporate Responsibility (CR)

Our values
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.

What CR means to us
Our vision is to provide solutions for an increasingly congested world 
... keeping people moving and communities prospering.
There	will	be	significant	transport	challenges	in	the	years	ahead	as	the	mobility	demands	of	a	growing	population	will	need		
to	be	met	while	also	improving	quality	of	life	indicators	and	reducing	resource	use	and	carbon	emissions.	

Our	vision	reflects	the	role	we	can	play	in	helping	to	address	these	challenges.	Public	transport	is	a	key	enabler	of	economic	
growth.	It	produces	lower	emissions	than	other	transport	modes,	and	mode	shift	from	single	occupancy	cars	will	be	
necessary	to	manage	congestion	and	reduce	carbon	emissions.

By	delivering	our	vision	we	will	develop	the	transport	services	necessary	to	build	a	better	future	for	our	economy,	our	
environment	and	our	communities.	We	are	working	with	our	partners	to	achieve	this	(see	page	6).	To	achieve	that	vision		
we	must	also	harness	the	capability	and	experience	that	exists	in	the	organisation	by	sharing	a	common	purpose	and	values	
which	define	our	culture	and	guide	our	behaviour.

Opportunities and challenges
The	need	to	develop	more	sustainable	transport	solutions	presents	a	significant	opportunity	for	us,	but	is	not	without	its	
challenges.	The	current	economic	situation	presents	ongoing	funding	issues.	State	and	local	authority	budgets	are	under	
pressure	and	Government	funding	is	declining.	This	places	particular	pressure	on	subsidised	and	low-volume	routes	on	
which	many	people	rely.	We	must	therefore	continue	to	explore	new	and	innovative	ways	of	delivering	sustainable	services.	
Partnerships	will	be	essential	to	achieving	our	vision.	

About this report
This	report	provides	a	summary	of	our	performance	between	April	2011	and	March	2012.	It	focuses	on	our	most	prominent	
issues,	as	identified	through	our	annual	materiality	assessment	which	evaluates	the	significance	of	CR	issues	to	the	business	
and	to	our	stakeholders.	Our	CR	programme	and	associated	reporting	is	developed	and	assured	in	line	with	the	AA1000	
Assurance	Standard	and	the	Associated	Assurance	Principles	Standard	(AA1000APS).	Further	information	on	our	materiality	
process	and	adherence	to	the	standard	as	well	as	additional	data	can	be	found	on	our	website	at	www.firstgroup.com/
corporate/cr/	For	further	information	on	our	financial	performance,	risk	management	processes	and	executive	remuneration	
please	refer	to	our	annual	report	at	www.firstgroup.com/corporate/investors/

FirstGroup plc is the leading passenger transport operator in the UK and North America. In the 
UK we provide bus and rail services. In North America we operate yellow school bus services  
and Greyhound coaches, and provide transit management and vehicle maintenance services.  
In UK Rail, First Student and First Transit, our business is contract-based and we provide 
services on behalf of third parties.

Key 
statistics
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For the fourth consecutive year we have continued to provide input 
to FirstGroup’s corporate responsibility strategy through meetings 
with the Group Head of CR and other colleagues working across the 
operations. During the past 12 months we have met on four occasions. 

This is our final year of 
working with FirstGroup. 
The CR External Advisory 
Group is being evolved into 
a broader stakeholder panel 
to strengthen the Group’s 
stakeholder engagement 
programme around CR issues. 

We	have	followed	the	progress	of	the	development	of	the	refreshed	vision	and	
values	for	the	Group.	The	extent	to	which	they	embed	corporate	responsibility	
across	the	Group	and	its	businesses	will	determine	how	this	is	mainstreamed	
throughout	FirstGroup.	The	successful	emphasis	on	safety	in	all	operations,	
in	North	America	and	in	Europe,	has	demonstrated	how	leadership	at	all	
levels	can	produce	a	coherent	implementation	which	also	takes	account	of	
local	circumstances.	Part	of	this	challenge	is	to	take	more	advantage	across	
FirstGroup	of	proven	good	practice	in	individual	places,	and	conversely	to	
share	experience	from	endeavours	which	are	less	successful.	Drawing	on	
successful	innovations	in	North	America	such	as	the	leadership	roadshows		
in	Greyhound,	is	a	good	example.

The	climate	change	agenda	is	increasingly	important	and	pressing,	and	is	
widely	recognised	as	a	necessary	element	in	future	strategy.	We	endorse	this	
and	look	for	stronger	action	by	FirstGroup	and	the	wider	sector,	in	growing	
the	overall	low	carbon,	public	transport	market	at	a	time	of	record	motoring	
costs.	This	is	an	area	where	even	greater	industry-wide	cooperation	would	
seem	beneficial,	and	competition	law	should	not	be	allowed	to	inhibit	a	strong	
industry	voice.	So	we	continue	to	favour	a	strategy	which	addresses	all	the	
salient	aspects	of	climate	change	and	their	implications	for	future	policy	and	
competitiveness,	and	has	targets	which	are	increasingly	demanding	and	
measurable,	to	help	maintain	public	transport’s	low	carbon	advantage.

This	is	our	final	year	working	with	FirstGroup.	The	CR	External	Advisory	
Group	is	being	evolved	into	a	broader	stakeholder	panel	to	strengthen	
the	Group’s	stakeholder	engagement	programme	around	CR	issues.	
Looking	back	over	our	four	years	of	involvement	with	the	Group	we	have	
appreciated	the	opportunities	to	dialogue	with	Group	representatives	and	
to	see	solid	progress	being	made	on	Corporate	Responsibility.	Some	areas	
such	as	diversity	-	race	and	gender	-	have	proved	more	intractable	but	we	
recognise	the	efforts	now	being	made	by	Human	Resources,	which	will	be	
for	the	eventual	benefit	of	FirstGroup.	So	too	will	be	the	implementation	of	a	
comprehensive	strategy	across	the	Group,	which	at	the	same	time	includes	
Corporate	Responsibility	and	incorporates	an	emphasis	on	sustainability.

View from the CR  
External Advisory Group

CR External Advisory Group members

Sir Emyr Jones Parry (Chair)
President of Aberystwyth University

Professor Jan Bebbington
St Andrew’s University

Paul Godier
Independent Advisor, formerly 
Commission for Integrated
Transport

Rupert Fausset
Forum for the Future
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Providing solutions for an 
increasingly congested world

First Student
Through	our	First	Student	operations	we	provide	
contract	school	bus	services	to	over	600	locations	
across	the	United	States	and	Canada.	We	transport	
approximately	6	million	students	a	day,	helping	to	
reduce	congestion	and	emissions	from	school	travel.	

Economic	weakness	is	still	causing	pressure	on	
school	board	budgets,	although	some	signs	of	
recovery	have	recently	been	seen	in	the	wider		
macro-economic	environment.	Our	challenge	is		
to	ensure	First	Student	remains	the	best	choice	
for	school	and	charter	services	and	maintain	our	
industry-leading	position	on	safety	and	customer	
service	while	also	driving	greater	efficiency.	

In	response,	we	have	launched	a	major	
transformational	programme	to	create	a	common	
company	culture	based	on	operational	excellence	
and	efficiency	while	maintaining	our	commitment		
to	safety	and	customer	service.	We	are	also	exploring	
creative	solutions	to	support	student	transportation		
in	markets	where	school	districts	alone	cannot	afford	
the	services.

Greyhound
Greyhound	is	the	only	provider	of	national,	scheduled	
intercity	bus	services	in	North	America	delivering	
one	of	the	most	efficient,	low-carbon	travel	modes.	
We	have	transformed	the	business	into	a	modern,	
customer-focused	company	that	will	ensure	growth	
and	open	up	coach	travel	to	new	customers	and	
markets.	We	aim	to	make	Greyhound	the	leading	travel	
choice	in	North	America.	We	are	making	huge	efforts	
to	transform	the	customer	experience	by	improving	
training,	vehicles	and	terminals.	We	are	introducing	new	
ticket	machines	and	updating	the	ticket	sales	system.	

Our	Greyhound	Express	brand,	introduced	in	
December	2010,	is	attracting	users	back	to	bus	
travel	as	well	as	a	different	customer	demographic.	
Greyhound	Express	features	modern	buses	with		
a	guaranteed	seat,	free	Wi-Fi,	power	outlets,	extra	
legroom	and	leather	seats.	Greyhound	Express	also	
provides	private	waiting	areas	in	terminals	and	the	
ability	to	take	advantage	of	yield	managed	prices	
offered	online.

Developing the right travel 
solutions is essential to 
maintaining our customer 
base, attracting more public 
transport users and expanding 
our contract business. We will 
do this by combining the scale  
and diversity of our company 
with a strong local focus. 
Despite the challenging 
economic environment and 
reduced funding available to 
some parts of the business, 
our divisions continue to 
develop better ways of meeting 
the needs of our customers.
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First Transit and First Services
First	Transit	is	one	of	the	largest	private	sector	providers	of	public	transit	management	and	contracting	
in	North	America,	managing	fixed	route	and	shuttle	bus	services,	paratransit	operations,	call	centres	for	
accessible	transportation	and	other	light	transit	activities.	First	Services	is	the	largest	private	sector	provider	
of	vehicle	maintenance	and	transport	support	services	in	the	US.

In	First	Transit	we	work	with	customers	to	maintain	and	grow	bus	ridership	by	demonstrating	best-in-class,	
safe,	reliable	and	sustainable	services.	This	demands	investment	in	training	and	development	to	ensure	we	
have	the	best	people	and	technology,	allowing	us	to	work	more	safely	and	efficiently.	Our	focus	on	quality	
and	efficiency	has	ensured	that	even	in	the	current	economic	climate,	public	transit	systems	which	become	
private	can	leverage	savings	from	a	large	scale	partner	such	as	First.

UK Rail
We	are	the	UK’s	largest	rail	operator	and	carry	over	300	million	
passengers	a	year.	We	have	four	franchised	train	companies	
First	Great	Western,	First	Capital	Connect,	First	ScotRail	and	
First	TransPennine	Express	and	also	operate	First	Hull	Trains,	
an	open-access	intercity	operation.	High	quality	train	services	
are	essential	to	keeping	communities	moving,	especially	in	
highly	populated	areas.	

Across	our	networks	we	continually	improve	customer	
service.	For	example	we	have	invested	significantly	in	our	
train	fleet,	station	facilities	and	staff.	In	particular	we	have	
focused	on	enhancing	technology	to	improve	customer	
information,	ease	ticket	purchase	and	improve	the	journey.

Our	Rail	division	has	adopted	the	Rail	Sustainable	Development	
Principles.	These	are	a	set	of	10	principles	developed	by	
the	rail	industry	as	fundamental	to	the	development	of	a	
sustainable	railway.	In	addition	a	local	governance	structure	
has	been	established	to	strengthen	management	of	CR.	
This	has	included	definition	of	responsibilities,	clear	reporting	
lines,	key	performance	indicators	and	associated	objectives	
and	targets.	This	framework	will	help	to	embed	new	train	
companies	into	the	business	in	the	next	few	years	as	our	rail	
companies	transition	through	the	current	franchising	process.

UK Bus
Our	UK	Bus	division	operates	more		
than	one	in	five	of	the	bus	services	in	the	
United	Kingdom	and	carries	more	than		
2.5	million	passengers	a	day.	We	operate		
in	communities	across	the	country	
including	40	of	the	largest	towns	and		
cities.	We	therefore	play	an	important		
role	in	ensuring	connectivity	within	and	
between	the	communities	we	serve.	

However,	given	the	further	deterioration		
of	economic	conditions,	particularly	in		
the	areas	we	operate	in	Scotland	and		
the	North	of	England,	we	do	not	expect	
revenue	growth	and	cost	efficiencies	to	be	
sufficient	to	offset	the	impact	of	reduced	
government	subsidies	and	funding	to		
the	industry	and	increased	fuel	costs.	
We	are	therefore	repositioning	our	UK	
Bus	business	to	focus	on	areas	with	the	
greatest	potential	through	a	programme		
of	asset	and	business	disposals.

We	are	determined	to	work	ever	more	
effectively	with	our	partners	to	deliver	
long	term	improvements	to	the	transport	
systems	in	the	areas	we	continue	
to	operate,	by	delivering	attractive,	
convenient,	viable	bus	networks.	We	
have	set	this	out	in	our	promise	to	deliver	
‘Better	Journeys	for	Life’	which	presents	
amongst	others,	our	commitment	to	
our	stakeholders.	It	includes	plans	for	
significant	investment	in	new	vehicles,	
state-of-the-art	ticketing	technology	and		
a	commitment	to	engage	with	our	partners	
to	improve	public	transport	connectivity	
and	actions	to	underpin	the	greater	uptake	
of	public	transport.
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and communities prospering
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•	In	the	UK	our	relationships	with	local		
	 authorities	and	Passenger	Transport		
	 Executives	are	vital.	The	best	solution		
	 for	the	customer	comes	when	local		
	 infrastructure	providers	and	bus		
	 services	work	together.	

•	There	is	growing	evidence	of	effective		
	 collaboration	on	initiatives	such	as		
	 end-to-end	journeys	and	multi-	
	 operator	ticketing.

•	In	our	Rail	division	we	work	closely	with		
	 the	infrastructure	provider,	Network		
	 Rail,	to	improve	service	performance		
	 and	reduce	environmental	impacts.	

•	Our	supply	chain	partnerships	are		
	 fundamental	to	our	services	and		
	 help	us	drive	safety	and	environmental		
	 improvements.	

•	Partnerships	with	organisations	such		
	 as	the	National	Safety	Council,	schools		
	 and	community	groups	are	vital	in		
	 reducing	passenger	injury	rates	and		
	 promoting	community	safety.

•	Every	contract	service	is	a	partnership		
	 in	which	we	work	together	to	provide		
	 best-in-class,	safe,	reliable	services.	

Enabling people to move efficiently is essential to economic prosperity. 
Strong partnerships are necessary to achieve this. 

Across	the	business	we	rely	on	partnerships	to	deliver	our	services	and	to	help	us	develop		
new	and	effective	ways	of	improving	our	public	transport	and	contract	services.	

We continually work to 
strengthen partnerships to 
ensure we provide ever better 
services that help communities 
prosper now and in the future.

Working with the National Safety 
Council in North America

Making a difference to school 
transportation in North America

Through	our	long	term	relationship	with	the	
National	Safety	Council	we	work	to	raise	
safety	awareness,	particularly	with	regard	
to	school	transportation.	This	year	we	
collaborated	to	create	a	safety	awareness	
campaign	and	website	which	reinforces	
back-to-school	safety	messages.

Ensuring	the	safety	of	the	children	on	our	
buses	goes	beyond	their	physical	safety	
and	includes	their	broader	welfare.	All	our	
drivers	are	trained	in	identifying	the	signs	
of	bullying	and	how	to	prevent	it	and	we	
work	with	those	schools	where	such	issues	
arise.	We	encourage	teachers	and	school	
administrators	to	attend	our	site	safety	
meetings	on	topics	ranging	from	bullying	and	
child	behaviour	to	adverse	weather	driving.	

At	Greyhound	we	launched	a	very	successful	partnership	with	7-Eleven	
which	increases	customer	access	to	online	ticket	deals.	Around	50%	
of	Greyhound	customers	pay	by	cash.	This	initiative	allows	people	to	
order	tickets	online	or	by	phone	and	then	pay	in	cash	at	local	7-Eleven	
convenience	stores.	It	removes	the	need	to	travel	to	a	Greyhound	Terminal		
and	extends	internet	fare	access	to	those		
without	access	to	credit	cards.

Extending access to Greyhound services
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Driving safety and environmental 
improvements for First Transit customers 

Supporting Community Rail Partnerships

First	Transit	continues	to	develop	opportunities	that	enable		
our	clients	to	become	as	efficient	as	possible.	We	have	
partnered	with	DriveCam	to	implement	their	innovative	
product	across	a	number	of	locations.	By	combining	video	
data	with	real-time	driver	feedback	this	gives	our	customers	
access	to	information	that	can	help	to	manage	their	fleet	
more	effectively,	improve	fuel	efficiency	and	lower	emissions.

In	our	Rail	division	we	are	actively	involved	in	a	number		
of	Community	Rail	Partnerships	supporting	smaller	
communities	on	our	networks.	The	partnerships	have	enabled	
disused	and	neglected	suburban	and	rural	branch	lines	to	
thrive	and	connect	communities	to	high	speed	networks,	
supporting	the	economic	development	of	these	communities.	

Supply chain partnerships

Through	our	sustainable	procurement	
programme	we	work	with	our	suppliers	to	
reduce	our	environmental	impact	and	ensure	
a	positive	social	impact.	For	example,	we	have	
improved	our	vehicles’	fuel	efficiency,	reduced	
carbon	emissions	and	cut	waste	from	our	
own	operations	and	from	the	supply	chain.	
We	have	also	improved	reliability	and	durability	
of	parts	and	products,	thus	raising	customer	
satisfaction	and	reducing	waste	and	emissions.	
Further	details	of	our	programmes	can	be	
found	at	www.firstgroup.com/corporate/cr/

Through	the	Greener	Journeys	campaign		
(a	network	of	UK	bus	operators,	key	stakeholders	
and	lobby	groups)	we	promote	the	importance	
of	bus	travel	to	the	UK	economy	and	in	meeting	
carbon	reduction	targets.	Operators	work	
together	to	campaign	for	policies	that	will	
encourage	greater	uptake	of	bus	travel.	

Working with Greener Journeys

Our	UK	Bus	division	has	wide-ranging	partnerships	with	local	authorities	
and	Passenger	Transport	Executives	(many	involve	other	operators)	to	
stimulate	bus	service	improvements	with	particular	emphasis	on	punctuality.	
Initiatives	include	cross-operator	ticketing	(such	as	Optio	in	Sheffield),	joint	
improvements	to	service	quality	and	infrastructure	(e.g.	the	Showcase	
routes	in	Bristol)	and	voluntary	codes	of	conduct	for	buses	(such	as	in	
Greater	Manchester).	We	also	participate	in	the	multi-operator	travelcard	
schemes	and	ticketing	companies	in	many	areas.	

Improving customer service

Working with Mansfield Oil

Greyhound	has	joined	forces	with	Mansfield	Oil	to	make	ticket	
purchase	as	convenient	as	possible.	Over	the	next	five	years	
the	companies	will	work	together	to	relocate	Greyhound	
agencies	to	retail	convenience	stores	off	the	highway	making	
them	accessible	to	far	greater	sections	of	the	community.
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Our success as a company depends not only on high standards in our 
performance and service delivery but also on our ability to understand, 
influence and manage the expectations of our stakeholders. 

Our	operations	are	wide	ranging.	We	operate	five	divisions,	each	with	different	
characteristics	and	operating	environments,	across	three	geographical	areas	
–	the	United	Kingdom,	United	States	and	Canada	–	each	with	their	own	
policy	frameworks.	

Each	operating	division	has	a	wide	range	of	stakeholders	with	whom	we	
engage	via	forums,	one-to-one	dialogue,	partnerships	and	publications	
supported	by	regular	customer	and	employee	surveys.	We	usually	engage	
at	local	level	to	manage	local	circumstances	and	needs.	Sometimes	we	deal	
with	national	stakeholders	on	issues	that	affect	particular	parts	of	the	Group	
or,	occasionally,	the	entire	Group	community.	This	year	we	developed	a	
Group	framework	giving	greater	visibility	and	consistency	to	our	stakeholder	
management	processes.	

Our	stakeholders’	expectations	are	wide-ranging	and	sometimes	conflicting.	
We	seek	to	understand	these	differences	and	use	the	feedback	from	our	
engagement	processes	to	help	shape	our	business	and	drive	continuous	
improvement.	

Our	stakeholders	can	broadly	be	presented	as	six	groups	presented	below	
with	a	summary	of	their	key	issues.

Further	details	on	our	stakeholder	
relationships	can	be	found	at		
www.firstgroup.com/corporate/cr/

Stakeholder Panel
Most	stakeholder	feedback	is	currently	
local	in	nature	and	driven	by	local	issues.	
Four	years	ago	we	introduced	a	CR	
External	Advisory	Group	to	provide	an	
external	view	of	our	CR	programme	and	
performance.	We	have	now	decided	to	
develop	this	into	a	Stakeholder	Panel	
which	will	represent	the	interests	of	a	
broader	range	of	stakeholders.	The	Panel	
will	present	an	opportunity	for	us	to	gain	
feedback	on	the	effectiveness	of	our	CR	
programme	and	reporting.

Our stakeholders
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In	the	following	sections	of	this	report	we	present	our	progress	in	delivering	
performance	improvements	in	the	following	areas:

•	providing	safe	and	secure	services;
•	improving	customer	satisfaction;
•	valuing	our	employees;
•	reducing	our	environmental	impact;	and
•	developing	our	role	in	the	community.

In	each	of	these	areas	we	report	our	performance	against	our	2011/12		
CR	objectives	and	set	out	our	objectives	for	the	coming	year.

The	data	presented	provides	a	summary	of	performance,	more	detailed	
information	and	additional	performance	metrics	can	be	found	on	our	website	
at	www.firstgroup.com/corporate/cr/

Our performance

9

Recognition

Our UK Bus division DriveGreen programme 
won the Carbon Reduction Award at the 2011 

Environmental Excellence Awards.

First TransPennine Express won the Train 
Operating Company of the Year Award at the 

2012 UK Rail Business Awards.

In November 2011 FirstGroup won the HR 
Network Scotland Corporate Responsibility 

Award of the Year.

FirstGroup received ‘Most Effective Benefits 
Strategy’ award for a large employer at the 

2011 Employee Benefits Awards.

Our First Transit operations in Sun Metro of El Paso 
were named Outstanding Public Transit System of the 

Year by the American Public Transport Association.
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Safety

We recognise the critical role 
we have to ensure the safety  
of our staff and the millions  
of passengers we transport 
each day.

12%4%
reduction in  
vehicle collision rate

reduction in  
passenger injury rate

reduction in  
staff injury rate

reduction in  
Lost Time Injury rate

2011/12 objectives and targets

Reduce staff injury rate by 10%

Reduce Lost Time Injury rate by 10%

Reduce passenger injury rate by 10%

Reduce vehicle collision rate by 10%

Reduce SPAD (Signals Passed at Danger) rate by 20%

Performance Key

Target met

Deterioration  
in performance

Improvement  
but below target
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Injury prevention

Our commitment to safety is led by the Chief Executive who 
chairs the Executive Safety Committee. Our message is 
simple: ‘If you cannot do it safely, don’t do it’.

Through	our	Injury	Prevention	process	we	continue	to	reduce	injury	and	
collision	rates.	However	this	progress	has	been	marred	by	the	tragic	loss		
of	three	employees	and	five	passengers	due	to	traffic	accidents,	severe	falls		
and	a	drowning	in	our	First	Services	division.	We	seek	to	learn	from	all	these	
incidents	and	strive	continually	to	prevent	their	occurrence.	These	incidents	
reaffirm	the	necessity	to	continue	our	focus	on	our	goal	of	zero	injuries.	Our	
safety	programme	seeks	to	address	everything	from	catastrophic	risk	to	minor	
injury	through	a	combination	of	communication,	training	and	use	of	technology.

Training and communication
All	our	bus	drivers	are	trained	to	the	highest	safety	standards	using	the		
Smith	System	Defensive	Driving	programme	and	supporting	techniques.	This	
programme	promotes	defensive	driving	to	reduce	risks	to	passengers	and	third	
parties.	Route	risk	assessments	raise	awareness	of	route	specific	issues	and	we	
share	information	on	incidents,	accidents	and	lessons	learnt,	across	the	Group.	

All	employees	are	required	to	attend	regular	safety	briefings	and	safety	
conversations	are	promoted	through	our	Injury	Prevention	process.	This	
year	we	reinvigorated	our	Injury	Prevention	training	and	in	North	America	we	
reviewed	and	revised	our	entire	safety	training	programme	with	subject	matter	
experts.	We	pay	particular	attention	to	new	drivers,	who	are	responsible	for	
a	higher	proportion	of	collisions.	We	have	enhanced	our	anti-bullying	training	
ready	for	re-launch	later	in	the	year.	In	our	Rail	division	we	provide	specialist	
training	to	build	confidence	in	drivers	who	have	been	involved	in	an	incident	
or	a	performance	lapse.	In	First	Student	we	implement	the	highest	training	
standards	that	include	a	minimum	of	50	hours	of	practical	and	classroom	
training	for	new	drivers	before	transporting	students.

We	recognise	the	contributions	of	locations	and	companies	to	our	safety	
programme	through	our	annual	Safety	and	Environmental	Awards.

Use of technology
All	our	buses	in	the	UK	are	fitted	with	DriveGreen	technology,	in	which	an	
LED	traffic	light	display	tells	the	driver	when	they	are	driving	safely	and	fuel-
efficiently.	Similar	technology	(DriveCam)	is	used	in	First	Transit.	In	First	Student,	
safety	features	include	the	Child	Check-Mate	system	which	reminds	drivers	
to	check	for	sleeping	children	before	leaving	the	bus.	A	Theft	Mate	system	
detects	intruders	boarding	the	bus	to	reduce	the	risk	of	the	bus	being	stolen.

Signals Passed At Danger (SPADs)
Our	UK	Rail	division	SPAD	rate	is	in	
line	with	industry	average,	although	
below	target.	We	continue	to	strive	to	
improve	performance	and	overcome	
the	underlying	causes	of	incidents.	
We	concentrate	particularly	on	driver	
management	and	development	and	
have	significantly	improved	driver	and	
assessor	training	in	non-technical	
support	and	positive	driver	behaviour.	
A	fatigue	management	strategy	has	been	
developed	to	reduce	fatigue	risks	and	
we	are	about	to	implement	a	new	‘Stay	
Switched	On’	campaign	targeting	driver	
concentration.	We	continue	to	share	
information,	experience	and	best	practice	
between	our	train	companies	and	with	
external	organisations	which	can	help	
us	achieve	our	zero	SPADs	aim.

SPADs (Cat A) per million miles**

09/10

08/09

10/11

11/12

0.58

0.63

0.68

0.70

In	First	Student	all	part-time	staff	are	counted	as	full-time	
equivalents.

*		Excludes	assaults,	shock	and	trauma.

**	A	Category	A	SPAD	is	where	a	stop	signal	was	displayed		
	 	correctly	and	in	sufficient	time	for	the	train	to	stop	safely		
	 	at	the	signal	irrespective	of	location.

Vehicle collisions per million miles 
(excludes UK Rail)

09/10

08/09

10/11

11/12

19.7

21.3

18.8

16.5

Lost Time Injuries (over 1 day)  
per 1,000 employees* 

Passenger injuries per million miles

09/10

08/09

10/11

11/12

11.6

15.3

10.7

8.8

09/10

08/09

10/11

11/12

4.49

5.31

4.34

4.16

Assaults on employees per 1,000 employees

09/10

08/09

10/11

11/12

2.4

3.3

2.6

2.7

Group-wide safety performance
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2012/13 objectives and targets

Passenger security
Across	the	business	we	have	security	procedures	in	place	that	focus	on	protecting	passengers,	staff	and	property	and	on	
incident	prevention	and	management.	Our	approach	combines	staff	training	and	use	of	technology.	When	security	incidents	
do	occur	they	are	managed	by	specialist	staff	and	are	recorded	and	analysed.	In	Greyhound	certain	potentially	dangerous	
items	are	not	allowed	on	our	buses.	Wand	screening	is	used	at	all	major	stations	prior	to	passengers	boarding	our	buses	to	
help	identify	these.	Working	with	the	Department	for	Homeland	Security	we	have	also	trialled	airport	type	screening	at	selected	
locations	which	has	proved	successful.	The	practicality	for	broader	rollout	of	this	technology	is	now	being	considered.

Sleeping children
Last	year	we	introduced	a	new	
training	DVD	to	educate	employees	
about	‘inattention	blindness’.	This	is	
the	failure	to	notice	something	that	is	
clearly	in	one’s	visual	field.	This	initiative	
has	helped	reduce	the	incidents	of	
sleeping	children	by	56%	and	moved	
us	closer	to	our	goal	of	zero	sleeping	
children	left	on	buses.	

Improving safety through partnerships
We	work	in	partnership	with	a	range	of	organisations	to	help	us	promote	
safety	messages	to	our	passengers	and	the	general	public.	

•	We	work	with	the	National	Safety	Council	in	North	America	to	promote		
	 school	and	community	safety	(see	page	6).	
•	In	the	UK,	Passenger	Safety	Month	sees	our	bus	companies	working	with		
	 community	groups,	local	authorities	and	other	partners	across	the	country		
	 to	promote	safer	behaviour	amongst	passengers	and	road	users.
•	We	work	with	local	police	forces,	schools	and	community	groups	to		
	 promote	the	safety	message,	particularly	to	young	people	and	those		
	 inclined	towards	anti-social	behaviour.

Starting the school  
year safely
The	start	of	the	school	year,		
when	safety	risks	are	slightly	higher	
than	when	routine	is	established,	
was	the	safest	in	First	Student’s	
history	this	year.	First	Student’s	
safety	performance	has	remained	
exceptional	throughout	the	year	
with	reductions	in	the	Lost	Time	
Injury	rate	and	vehicle	collision		
rate	of	23%	and	25%	respectively.	
This	has	been	driven	by	the	
business	transformation	programme	
which	encourages	increased	
staff	engagement.	Milder	weather	
conditions	may	also	have	been	a	
contributing	factor.

Reducing the risk  
to third parties
Risks	to	pedestrians	and	
cyclists	have	been	identified	as	
a	safety	issue	common	to	all	our	
North	American	businesses.	In	
response	we	have	developed	
a	new	training	programme	and	
campaigns	to	educate	drivers	and	
raise	awareness	of	blind	spots.	
As	a	result	third	party	fatalities	on	
the	road	in	North	America	have	
reduced	by	61%.	

Reduce staff injury rate by 11%

Reduce Lost Time Injury rate by 8%

Reduce passenger injury rate by 16%

Reduce vehicle collision rate by 11%

Reduce SPAD rate by 21%

Reduce incidents of sleeping children by 9%

Supporting our train drivers 

Working	with	independent	providers	
we	have	developed	specialist	
support	for	train	drivers	affected	by	
an	incident	or	performance	lapse.	
The	programme	helps	drivers	
understand	how	an	incident	or	
performance	lapse	has	affected	
them,	and	offers	strategies	for	
restoring	confidence	and		
ensuring	an	incident-free	driving	
career.	In	First	Capital	Connect	
where	we	piloted	the	programme,	
SPADs	have	reduced	by	16%	in		
the	last	12	months.	All	drivers	who	
have	attended	the	programme	
since	August	2010	have	since	
enjoyed	incident-free	driving	careers.
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Customers

Our customers are at the 
heart of everything we 
do. We continually look 
for ways to improve the 
customer experience and 
deliver better services 
and increased customer 
satisfaction.

£27m

3.8%

20%

investment in new ticketing 
technology for our UK buses

improvement in customer 
satisfaction levels in First Transit

average growth in passenger 
volumes where Greyhound Express 
services have been introduced

2011/12 objectives and targets

Review current stakeholder engagement processes and 
develop Group-wide stakeholder engagement strategy*

*	A	framework	for	managing	stakeholders	has	been	developed	to	bring	greater	consistency	to	stakeholder	management	across	the	Group.	
**	First	TransPennine	Express	met	target	whilst	performance	in	First	Hull	Trains	deteriorated.

Provide additional management training for First Student 
and First Transit location/contract managers

Meet our PPM performance targets in UK Rail**

Improve bus punctuality across each of our UK Bus regions 
by working closely with our stakeholder partners

Equip all customer-facing staff in First Great Western, First 
Capital Connect and First ScotRail with mobile devices giving 
them continuous access to real-time information

Performance Key

Target met

Improvement  
but below target
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Customer satisfaction

We undertake customer satisfaction surveys across the 
business. We strengthen these with a range of other feedback 
opportunities for customers, from focus groups to one-to-one 
meetings with contract customers.

Our commitment to our 
customers is constant
•	We	have	started	a	large	scale	fleet		
	 modernisation	programme	in	the	UK.		
	 Around	1,000	new	buses,	designed		
	 with	input	from	customer	focus		
	 groups,	will	be	introduced.	
•	We	are	investing	£27m	in	state-of-
	 the-art	bus	ticketing	technology	that		
	 will	become	available	throughout	our		
	 English	businesses,	excluding	London	
	 in	2012/13.	This	technology	will	provide	
	 us	with	the	capability	for	passengers		
	 to	pay	for	travel	using	mobile	phones		
	 and	credit	or	debit	cards.	
•	Across	Rail	we	continue	to	harness	
	 technology	to	improve	the	customer		
	 experience.	For	example	we	are	trialling	
	 new	mobile	phone	apps,	increasing		
	 Facebook	and	Twitter	use,	improving		
	 access	to	real-time	information	and		
	 extending	ticket	purchasing	options.	
•	New	carriages	in	First	Great	Western		
	 will	help	reduce	overcrowding	and		
	 increase	capacity	at	peak	times.
•	In	Greyhound	we	have	invested	in	new	
	 vehicles	and	stations.	We	continue	to	
	 extend	service	access	and	increase		
	 ticket	purchasing	options	through		
	 partnerships	such	as	those	with		
	 Mansfield	Oil	and	7-Eleven	(see	
	 pages	6	and	7).	
•	Our	Greyhound	Express	service		
	 continues	to	expand	in	response	to		
	 customer	demand,	a	unique	service		
	 combining	affordability	and	high	quality.
•	In	First	Student	we	continue	to	invest		
	 in	GPS	technology	which	allows	real-	
	 time	tracking	of	children	and	the	ability	
	 to	pinpoint	a	bus’s	location	at	any	time.
•	Across	our	operations	we	are	
	 increasing	investment	in	customer		
	 service	training	to	deliver	consistent	
	 customer	service	of	the	highest	quality.

Customer	satisfaction	has	continued	to	improve	in	all	our	Bus	operations.	
First	Transit	saw	a	3.8%	improvement	in	overall	satisfaction	reflecting	our	
commitment	to	work	with	our	customers	to	deliver	best	in	class.	Greyhound	
launched	a	new	online	customer	satisfaction	survey	in	September	2011.	
Based	on	available	data,	the	percentage	of	people	who	would	recommend	
our	services	across	the	three	Greyhound	brands	are:	Greyhound	68.7%;	
BoltBus	89.4%	and	Greyhound	Express	72.9%.	In	our	First	Services	division,	
our	overall	value	of	service	score	lies	at	around	89.7%.

In	our	Rail	division	we	are	particularly	pleased	that	First	Capital	Connect	
scores	are	starting	to	rise	following	investment	in	customer	information	
at	times	of	disruption	and	capacity	increases	on	many	services.	
First	TransPennine	Express’s	score	in	the	Autumn	2011	survey	was	
uncharacteristically	low.	We	will	continue	to	listen	to	our	customers	and	
strive	to	improve	this	score.	For	example,	we	continue	to	improve	customer	
information	and	are	introducing	technology	based	ticket	purchase	options.

Overall customer satisfaction scores - Bus operations  
(% satisfaction)*

‘Overall opinion of journey’ scores - UK Rail (% satisfaction)

*	In	the	UK	our	surveys	seek		
	 feedback	from	the	travelling		
	 customer.	In	First	Student		
	 and	First	Transit	the	survey		
	 respondents	are	our	contract		
	 customers.

UK Bus
First Transit
First Student

Source:	National	Passenger	Survey

First Capital Connect
First Great Western
First ScotRail
First TransPennine  
Express
National Average
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Service performance

Congestion	remains	a	challenge	to	performance	in	our	UK	Bus	operations.	
We	continue	to	work	closely	with	our	local	authority	partners	to	address	these	
challenges,	improve	our	average	punctuality	and	deliver	reductions	in	overall	
journey	times.	We	have	enhanced	customer	access	to	service	disruption	
information,	partly	through	the	introduction	of	a	new	smartphone	website.		
As	part	of	investing	in	our	workforce	and	improving	reliability,	we	are	also	
rolling	out	the	Institute	of	Road	Transport	Engineers	Certification	(IRTEC)		
to	all	our	vehicle	examiners.
	
In	our	UK	Rail	division	PPM	performance	has	improved	in	all	our	franchised	
train	companies,	but	lies	below	target	apart	from	in	First	TransPennine	Express.	
This	has	been	due	to	the	reliability	of	the	infrastructure	which	we	are	working	
with	Network	Rail	to	address.	First	Hull	Trains	has	also	faced	infrastructure	
challenges	combined	with	issues	relating	to	rolling	stock	reliability.	We	have	
now	addressed	this	and	anticipate	significant	performance	improvements.

In	North	America	we	continue	to	show	improvements	in	our	on-time	
performance.	As	part	of	First	Student’s	commitment	to	operational	excellence	
we	are	rolling	out	the	LEAN	maintenance	shop	programme	to	improve	quality	
and	efficiency	by	eliminating	non-productive	actions	from	workshops.	

Service performance is one of the biggest influencers 
of passenger satisfaction. We continue to work with our 
partners and invest in technology to deliver performance 
improvements. 

15

Average punctuality  
of the UK Bus fleet (%)

10/11

11/12

Target

90.5

95.0

92.2

Average reliability  
of the UK Bus fleet (%)

10/11

11/12

Target

98.6

99.5

99.1

10/11

11/12

Target

84.9

90.9

90.0

10/11

11/12

Target

82.2

86.2

81.7

10/11

11/12

Target

90.1

91.0

90.7

10/11

11/12

Target

91.1

91.9

93.3

10/11

11/12

Target

90.3

92.2

90.6

Punctuality	-	How	often	the	bus	arrives	on	time	which	is	classed	
as	up	to	1	minute	early	and	5	minutes	late.

Reliability	-	The	number	of	scheduled	services	operated.

PPM	-	Department	for	Transport	Public	Performance	Measure	
(a	combined	measure	of	punctuality	and	reliability).	

First Capital Connect

First Great Western

First ScotRail

First TransPennine Express

First Hull Trains

National Average 2012 = 91.6%

Train company PPM performance 
against target (%) expressed as a 
moving annual average

89.1

96.3

First Transit

09/10

10/11

11/12

96.0

96.4

Greyhound

09/10

10/11

11/12

88.2

87.1

On-time performance (%)

2012/13 objectives and targets

Increase customer satisfaction levels in all our divisions

Meet PPM targets in UK Rail

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

Meet on-time performance in Greyhound of 90%

Maintain on-time performance in First Transit above 95%
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improvement in employee 
engagement in UK Rail

This year we publicly 
reaffirmed our commitment 
to increasing employee 
engagement by becoming 
a member of the UK 
Government’s ‘Employee 
Engagement Task Force’

of UK Bus employees have 
access to lifelong learning

4%

100%

reduction in sickness  
rates in UK Rail

7.5%

Our people

Our employees are fundamental to our business success and 
the key to satisfied customers. We aspire to be the employer  
of choice in our business sector. 

2011/12 objectives and targets Performance

Revise and reinvigorate our Group vision and values

Develop divisional CR plans for embedding the vision and values

Improve employee engagement as measured by sample surveys  
in 2011 and a full follow-up survey in 2012*

Reduce workplace absenteeism in the UK by 5%**

Deliver access to lifelong learning to 100% of UK Bus employees

Provide all UK Bus drivers with a minimum of seven hours  
of training through the Driver CPC Programme

16

Key

Target met

Improvement  
but below target

*	 Engagement	has	improved	in	UK	Rail	and	First	Student	but	there	has	been	no	change	in	UK	Bus.	
**	There	was	a	reduction	in	the	sickness	rate	in	UK	Rail	with	no	change	in	UK	Bus.
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We are committed to increasing engagement across the 
Group to make First a great place to work, and in which 
our customers receive the best service. Following our first 
Group-wide employee satisfaction survey in 2010 we have 
worked to address the key improvement areas identified. 

We	have	revised	our	Group-wide	vision	and	values	to	create	a	framework	
for	building	a	common	identity	and	for	communicating	consistently	on	our	
business	strategy	and	commitments.	At	the	same	time	we	have	sought	to	
improve	communication	and	manager	visibility	and	we	are	making	good	
progress.	We	have	not	yet	conducted	another	Group-wide	survey:	follow-up	
surveys	in	UK	Rail	and	small	test	surveys	undertaken	in	First	Student		
suggest	our	actions	show	a	positive	impact.	Limited	follow	up	surveys		
at	four	locations	in	UK	Bus	suggest	that	this	division	still	has	some	way		
to	go	in	improving	engagement.

•	First	Student	has	increased	opportunities	for	location	employees	to		
	 feed	back	on	how	systems	and	processes	can	be	improved.	An	Engineering		
	 Group	intranet	site	has	been	launched	to	promote	networking	and	increase		
	 collaboration	between	locations	and	we	have	held	management	briefing		
	 roadshows.	Local	surveys	taken	after	the	roadshows	suggest	they	increased		
	 support	for	the	Company	and	improved	understanding	of	our	business	aims.	
•	First	Transit	has	held	General	Manager	regional	conferences	to	improve		
	 networking	and	share	best	practice.	The	events	include	an	awards		
	 ceremony	which	recognises	exceptional	employees.	
•	Greyhound	executives	have	conducted	roadshows	in	Canada.	In	the		
	 US	a	video	developed	with	senior	leaders	reviews	progress	made	on		
	 business	initiatives.	
•	In	UK	Bus	we	have	significantly	increased	the	focus	of	directors	and		
	 managers	at	all	levels	on	engagement	and	communication.	We	have		
	 launched	staff	magazines	and	bulletins,	opened	up	more	opportunities		
	 for	staff	to	feed	back	to	managers,	introduced	job	chats	and	worked	on		
	 communicating	the	division’s	aspirations	and	commitments	more	clearly.		
	 However,	limited	follow	up	surveys	suggest	that	further	work	is	required		
	 in	the	areas	of	management	and	communication	to	drive	sustained		
	 improvements	in	engagement.
•	In	our	Rail	division	managers	now	spend	more	time	communicating		
	 with	their	teams	about	company	direction,	goals	and	plans.	A	follow-up		
	 employee	engagement	survey	in	2011	showed	a	4%	score	increase		
	 compared	with	the	2010	survey,	mainly	due	to	a	perceived	change		
	 in	management	and	leadership	styles	and	behaviours.	

We remain fully committed to freedom of association and  
to involving our employees in the management of the Group. 
The majority of our employees are represented by trade 
unions (over 90% in the UK and 62.8% in North America).  
We have an Employee Director on The Board of FirstGroup 
and also on many UK subsidiary Company Boards.

Engagement

Recognition and rewards
Our	rewards	and	recognition	
programmes	are	advertised	throughout	
the	Company.	In	the	UK	a	‘My	Rewards’	
website	allows	employees	to	buy	
discounted	travel	tickets,	view	share	
scheme	benefits	and	check	and	update	
personal	details.	The	online	platform	
has	contributed	to	an	83%	increase	
in	bus	ticket	purchase	by	employees.	
Approximately	30%	of	employees	
participate	in	share	plans,	whose	
performance	is	shared	on	a	monthly	
basis.	In	North	America	our	programmes	
go	beyond	the	norm	and	are	available		
to	both	full	and	part-time	workers.
	
We	recognise	our	employees	for	their	
contribution	to	the	success	of	the	
business	through	a	range	of	award	
schemes	at	local,	regional	and	national	
level.	Examples	include	the	First	Student	
Presidential	Awards	of	Excellence,	
Greyhound	Faces	of	Excellence,	our	
Superstars	awards	in	the	UK	and	national	
safety	and	environmental	awards.
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Learning and development
Our	employees	have	access	to	learning	and	development	programmes	and	are	
actively	encouraged	to	take	advantage	of	these.	All	UK	Bus	drivers	work	towards	
an	S/NVQ	as	part	of	their	induction.	In	First	Student	all	drivers	are	required	to	
undertake	a	rigorous	training	programme	before	they	can	carry	students.	

Ongoing	training	needs	are	identified	as	part	of	performance	appraisals.		
We	continue	to	enhance	our	training	offering,	particularly	in	customer	service	
(as	informed	by	employee	feedback).	Every	Greyhound	employee	takes	part	
in	a	new	customer	service	training	programme.	Customer	service	training		
is	now	also	central	to	our	UK	Bus	drivers’	professional	development.	We	
continue	to	develop	our	leadership	development	programmes,	and	this	year	
rolled	out	a	comprehensive	talent	and	succession	planning	programme	across	
the	business.	

Lifelong learning
In	the	UK	lifelong	learning	remains	a	core	part	of	our	learning	provision.		
All	our	UK	Bus	employees	now	have	access	to	lifelong	learning	programmes	
through	online	facilities	with	85%	also	having	access	through	local	learning	
centres.	In	particular,	we	are	committed	to	extending	our	employees’	
opportunities	to	develop	their	numeracy	and	literacy	skills.	Learning	tools		
are	available	to	help	them	work	towards	national	numeracy	and	literacy	
standards	and	at	any	one	time	around	1,000	employees	are	taking		
advantage	of	this.	

Health and wellbeing
Health	and	wellbeing	provision	is	an	area	we	have	recognised	needs	improving.	
This	year	we	have	continued	to	develop	our	programmes	and	introduced	a	
new	health	and	wellbeing	policy.	Employee	Assistance	Programmes	(EAPs),	
including	counselling	services	on	a	range	of	issues,	are	either	in	place	or	being	
established	across	the	Group.	A	recent	employee	needs	assessment	identified	
work-life	balance	and	personal	health	and	stress	as	major	issues.	We	are	
working	with	our	EAP	providers	and	occupational	health	teams	to	manage	
them.	We	are	also	becoming	involved	in	a	number	of	health-related	campaigns	
via	Change	for	Life	and	our	EAP	providers	in	North	America,	encouraging	
employees	to	lead	healthier	lifestyles	and	recognise	signs	of	illness.	The	
absence/sickness	rate	in	our	UK	Rail	division	has	fallen	by	7.5%	to	3.7%.		
UK	Bus	continue	to	maintain	driver	absence	at	the	relatively	low	level	of	3.3%.

Equality and diversity
We	are	an	equal	opportunities	employer,	
committed	to	increasing	the	diversity	of	
our	workforce	where	different	groups	are	
poorly	represented.	We	recognise	the	
under-representation	of	women	in	our	
UK	operations	and	in	the	boardroom.	
We	aspire	for	20%	of	Board	positions	
to	be	filled	by	women	by	2015.	Through	
our	succession	planning	programme,	
we	aim	to	improve	the	diversity	of	
representation	in	our	senior	management	
positions.	This	year,	women	comprised	
one	third	of	our	graduate	intake.	We	are	
also	working	with	Women	1st,	a	skills	
sector	programme	which	helps	young	
women	develop	leadership	skills.	We	are	
consulting	with	the	trade	unions	on	the	
role	played	by	shift	patterns	and	working	
hours	in	encouraging	women	to	enter	
the	driver	profession	and	how	these	
barriers	can	be	overcome.	New	diversity	
and	equality	training	has	been	developed	
for	supervisors.

2012/13 objectives and targets

Footnote:	Sickness	is	defined	as	an	employee	who	is	
prevented	from	attending	work,	due	to	sickness	or	accident.		
In	UK	Bus	data	covers	drivers	only,	in	UK	Rail	data	covers		
all	staff.	Rail	data	excludes	First	Hull	Trains.

UK Bus

09/10

10/11

11/12

UK Rail

09/10

10/11

11/12

3.5

3.3

3.3

4.3

4.0

3.7

Sickness rates (% expressed  
as a moving annual average)

Undertake a follow-up Your Voice employee engagement survey  
in the spring of 2013

Conduct local employee satisfaction surveys prior to the main  
spring survey to determine priorities and progress

Launch our leadership development programme around our new  
vision and values to the 150 strong Group leadership team

Maintain driver turnover in UK Bus below 15%

Reduce workplace absenteeism in the UK by 5%
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Environment

Public transport makes an important 
contribution to reducing emissions from 
travel. Transferring trips from car to public 
transport is one of the fastest and most 
cost effective ways of reducing carbon 
emissions from transport. 

18% 
reduction in energy 
usage in the UK

5%

15%

increase in recycling 
levels in the UK

increase in recycling 
levels in North America

Carbon Trust Standard 
achieved in the UK which 
recognises our efforts to 
reduce carbon emissions 
across our operations

2011/12 objectives and targets

Reduce carbon emissions in line with our Climate  
Change Strategy

Increase waste recycling rate by 2% in both our UK  
and North American businesses

Reduce energy usage by 2% in the UK and the top 100 
properties in North America

Performance

Reduce non-carbon emissions by 5% in UK Bus

Achieve the Carbon Trust Standard for our UK operations and 
implement BS EN 16001 for our train operating companies*

Key

Target met

Progress towards 
long term target

*	BS	EN	16001	was	upgraded	to	ISO	5001	an	international	standard	for	energy	management.
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We remain committed to maintaining carbon-competitive 
services by attracting more people from more carbon-
intensive modes and by improving our vehicle efficiency. 

Our	carbon	reduction	targets	are	set	out	in	our	Climate	Change	Strategy	
available	on	the	CR	section	of	our	website.	We	continue	to	achieve	steady	
reductions	in	emissions	per	passenger	kilometre	in	the	UK	and	emissions	per	
kilometre	in	North	America.	This	is	despite	the	lower	fuel	efficiency	of	the	new	
vehicles	introduced	to	the	fleet	on	both	sides	of	the	Atlantic,	due	to	the	need	
to	meet	ever	tighter	emission	standards	for	other	pollutants	such	as	nitrogen	
oxides	and	particulates.

Our	estimated	total	carbon	footprint1	expressed	as	carbon	dioxide	equivalent	
(CO2e)	is	3,078,158	tonnes.	This	equates	to	461	tonnes	per	million	pounds	
of	revenue,	a	reduction	of	10%	over	the	past	three	years.

In	North	America	we	continue	the	
refurbishment	programme	for	our	
Greyhound	fleet.	We	have	also	made	
engineering	modifications	to	over	
30,000	school	buses	to	improve	fuel	
efficiency.	By	changing	suppliers	for	
both	our	school	bus	and	Greyhound	
fleet,	we	now	purchase	vehicles	with	the	
best	available	fuel	efficiency	and	work	
with	these	suppliers	to	secure	further	
efficiency	gains.

In	our	UK	Bus	division	DriveGreen	technology	has	contributed	to	fuel	efficiency	
improvements	of	2.3%.	Further	benefits	have	however	been	offset	by	the	
introduction	of	new	EURO	V	buses	which	are	less	fuel-efficient	than	the	
buses	they	replace.	We	will	continue	to	seek	further	improvements	through	
development	of	DriveGreen,	and	work	with	manufacturers	and	suppliers		
to	reduce	vehicle	weight,	additive	trialling	and	retrofit	technologies.	

In	our	Rail	division	fuel	efficiency	has	deteriorated	slightly	in	the	last	year	due	
to	the	introduction	of	new	fuel	to	meet	EU	regulatory	requirements	relating	to	
sulphur	content	which	has	a	lower	energy	content	than	the	fuel	it	replaces.	
Driver	Advisory	Systems	are	being	introduced	to	offset	this	which	should	deliver	
between	8-15%	carbon	savings	depending	on	routes	and	vehicle	types.	Installation	
is	complete	for	the	First	Great	Western	HST	fleet	and	equivalent	technology	will	be	
fitted	to	the	170	fleet	in	First	ScotRail.	The	business	case	for	other	operations	is	
being	considered.	New	air	conditioning	systems	in	First	Great	Western	will	further	
reduce	emissions.	We	are	also	exploring	with	our	suppliers	how	vehicle	overhaul	
programmes	might	improve	fleet	reliability	and	fuel	efficiency.

*	The	target	is	based	on	existing	franchises.	Individual	train	operating	company	targets	are	set	out	in	our	Climate	Change		
	 Strategy.	Train	company	specific	targets	will	be	developed	for	any	new	franchises.	Targets	cover	diesel	vehicles	only.

[1]		Total	carbon	footprint	includes	Scope	1	(fuel	for	vehicles	and	gas	for	buildings),	Scope	2	(electricity	for	vehicles	and	buildings)	and	Scope	3		
	 (business	air	travel).

UK (CO2e emissions per passenger km)

Performance against our climate change targets

Business	
Unit

UK	Bus

UK	Rail*

Reductions	achieved	from		
2006/07	to	2010/11

8.5%

10%

2015	target	reduction	
against	2010/11	baseline

10%

8.6%

Reduction	since		
2010/11	baseline

3.0%

1.1%

North America (CO2e emissions per vehicle km)

Business		
Unit

First	Student

Greyhound

First	Transit

2015	target	reduction	
against	2009/10	baseline

3%

8%

No	change

Reduction	since	
2009/10	baseline

1.9%

3.4%

4.4%

Carbon reduction

One	of	around	50	new	hybrid	vehicles	delivering	
fuel	efficiency	gains	of	30-40%.

The	US’s	first	all-electric,	fast-charge,	heavy		
duty	transit	bus	in	regular	service	is	operated		
for	Foothill	Transit	by	First	Transit.	

1,478

1,132

UK Bus

09/10

10/11

11/12

1,142

1,134

UK Rail (diesel vehicles only)

09/10

10/11

11/12

1,470

1,436

849

North America

09/10

10/11

11/12

873

858

Average CO2e emissions per 
vehicle km (grammes)
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Air	pollutants	from	our	vehicles	continue	to	fall	
following	ongoing	investment	in	new	vehicles	
meeting	the	latest	air	emission	standards.	

Air emissions from our UK Bus 
operations (tonnes)

09/10

08/09

10/11

11/12

4,807

5,217

4,284

4,003

Carbon in the supply chain 
For	the	first	time	this	year	we	have	measured	the	supply	chain	contribution	
to	our	carbon	footprint	in	the	UK.	Our	Scope	3	supply	chain	emissions	were	
calculated	by	Carbon	River	(www.carbonriver.com)	deploying	EIO	Hybrid	
methodology,	in	accordance	with	the	World	Resources	Institute’s	Corporate	
Value	Chain	(Scope	3)	Accounting	and	Reporting	Standard.	We	will	use	the	
modelling	process	results	to	engage	with	our	suppliers	on	how	we	can	work	
together	to	reduce	emissions.

2012/13 objectives and targets

UK Bus

Reduce carbon emissions in line 
with our Climate Change Strategy 

Reduce non-carbon emissions  
per passenger km by 4% 

Reduce energy use in buildings 
by 2%

Reduce waste to landfill by 8%

UK Rail

Reduce carbon emissions in line 
with our Climate Change Strategy

Reduce energy use in buildings  
by 1%

Reduce waste to landfill by 2%

North America

Reduce carbon emissions in line 
with our Climate Change Strategy

Reduce energy use in top 100 
properties by 2%

Reduce waste arising by 2%

Reduce waste to landfill by 2%

These	figures	represent	the	sum	of	emissions	of	particulates,	
nitrogen	oxides,	hydrocarbons	and	carbon	monoxide	-	a	
detailed	breakdown	of	the	data	is	available	on	our	website.

Scope 1 - 60% 
Emissions from vehicles and gas usage

Scope 2 - 15% 
Emissions from purchased electricity 

Scope 3 - 25% 
Supply chain emissions

Supply chain CO2e emissions as a percentage of total emissions 
in the UK

Performance highlights for 2011/12

Change	in	energy	usage	in	UK	buildings	 -18%	

Change	in	energy	usage	in	North	America’s	top	100	properties	 -5%

Change	in	water	usage	in	the	UK		 -7%

Increase	in	waste	recycling	levels	in	the	UK	 +5%	

Increase	in	waste	recycling	levels	in	North	America	 +15%

Our	Small	Changes,	Big	Difference	campaign	shares	best	practice	and	
encourages	employees	to	improve	environmental	performance.	It	has	been	
instrumental	in	improving	depot	management,	cutting	energy	use	and	
improving	recycling	levels.	In	the	UK	we	publish	quarterly	league	tables	showing	
performance	improvements:	best	improvers	are	rewarded	with	a	prize.	

Notes
Life	cycle	emissions	associated	with	the	manufacture		
or	construction	of	leased	assets	are	not	included.

Scope	3	emissions	for	electricity	and	fuel	are	estimated	using	
2011	Guidelines	to	Defra/DECC’s	GHG	Conversion	Factors	
for	Company	Reporting.

Our	Greyhound	locations	at	Nashville	and	
Sacramento	are	both	LEED	(Leadership	in	
Energy	and	Environmental	Design)	certified,	
recognising	environmental	design	excellence.

Angela	Overton	receives	the	Special	Recognition	
Award	at	our	Safety	and	Environmental	Awards	
for	achieving	a	zero	DriveGreen	score	for	an	
entire	year	driving	1,500	hours.	
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our community contributions (excluding 
management costs) as measured by LBG 

£1.6m
donated to Save the Children  
since 2007 in cash and kind

£4.5m
raised by staff in North America  
for Children’s Miracle Network

$46,000

Further	breakdown	of	our	community	contributions	can	be		
found	on	our	website	at	www.firstgroup.com/corporate/cr/

Our role in the community

Public transport services lie at the heart of local communities. 
Our businesses keep communities prospering carrying people 
to work, school and other destinations each day. Our employees, 
customers and neighbours are all community members and 
we want to play an active role in the communities we serve, 
measuring our contribution using the London Benchmarking 
Group (LBG) model.

2011/12 objectives and targets Performance

Develop a toolkit to ensure all employees can participate  
in fundraising and community initiatives

Finalise the process for measuring the indirect impacts of  
our community programmes using the London Benchmarking 
Group (LBG) framework

Work with Disability Rights to increase awareness of public  
transport travel options for disabled people

Target met

Improvement  
but below target

Key
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In addition to providing essential transport services we 
endeavour to team up with local authorities and community-
based organisations to support broader community initiatives. 

•	We	are	active	partners	in	the	Manchester	and	West	Yorkshire	Travel	Safe		
	 schemes	in	which	local	police	forces	and	bus	operators	work	together		
	 to	reduce	crime	and	anti-social	behaviour.
•	We	work	with	Avon	and	Somerset	police	on	a	scheme	using	cameras		
	 in	buses	to	help	reduce	dangerous	driving	in	problem	areas.
•	In	the	South	West	we	support	the	Safe	Haven	Scheme,	providing	safe		
	 places	in	our	travel	shops	and	bus	stations	where	people	with	learning		
	 difficulties	can	go	in	times	of	distress	to	get	support	and	comfort.
•	In	Greyhound	we	support	Home	Free,	a	programme	offering	runaway		
	 youths	a	free	ticket	home.
•	In	our	UK	Bus	and	First	Student	operations	we	work	with	local	groups	to		
	 promote	safe	behaviour	amongst	passengers	and	the	broader	community.	
•	Following	a	tsunami	evacuation	alert	on	the	Northern	California/Oregon		
	 border,	local	First	Transit	operations	transported	those	with	special	needs	
	 or	residing	in	trailer	parks	and	apartment	complexes	to	a	designated	
	 safe	area.
•	In	April	when	a	tornado	ravaged	parts	of	Alabama,	we	helped	to	feed	the		
	 homeless	and	provide	shuttle	services	for	search	and	rescue	personnel		
	 and	transportation	between	the	local	hospital	and	area	shelters.	

As	a	major	employer	we	also	want	to	help	raise	employment	opportunities	for	all.	In	the	UK	we	provide	work	experience	
through	Job	Centre	Plus	via	a	pre-employment	course	(part	of	the	Government’s	‘Get	Britain	Working’	campaign).		
In	North	America	we	help	older	adults	and	ex-service	personnel	find	work.

Working with local communities

We	have	worked	with	Disability	
Rights,	the	UK’s	largest	disability	
organisation,	to	produce	Doing	
Transport	Differently,	a	guide	
to	accessing	public	transport	
for	those	with	impairments	or	
health	conditions.	Available	on	
the	Disability	Rights	website,	this	
publication	has	been	circulated	
widely	to	encourage	more	people	
with	a	disability	to	use	public	
transport.		

In	the	UK	we	fully	support	the	
Government’s	efforts	to	increase	
employment	opportunities	for	
young	and	unemployed	people.	
Our	Sector	Skills	Academy	in	
Manchester	supports	the	Youth	
Contract	agenda	and	provides	
practical	experience	for	young	
people	looking	to	enter	the	
public	transport	industry.	

First	Student	has	been	named	
Experience	Works	New	Jersey	
Employer	Champion	of	the	Year.	
Experience	Works	helps	older	
adults	get	the	training	they	need	
to	find	jobs.	Our	longstanding	
relationship	has	seen	many	
people	securing	new	careers	
after	retirement.	

First	Transit	has	joined	the	US	
Army’s	Partnership	for	Youth	
Success	(PaYS)	programme	which	
assists	returning	or	retiring	soldiers	
in	finding	jobs	when	their	service	
to	their	country	is	complete.		
Ex-soldiers	are	offered	interviews	
for	jobs	with	First	Transit.	

raised by staff in North America  
for Children’s Miracle Network
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In the UK we are proud to support the work of Save the Children. Since 2007 we have donated  
over £4.5m in cash and kind, supporting the charity’s mission to end child poverty in the UK. 

Going	forward	we	will	also	work	with	our	new	charity	partner,	Macmillan	Cancer	Support,	selected	by	our	employees	to	
complement	the	work	of	Save	the	Children.	We	are	excited	about	embarking	on	this	new	relationship.	We	will	concentrate	
on	working	together	to	develop	local	initiatives	in	which	our	employees	can	become	involved	and	which	directly	affect	the	
communities	we	serve.	

Measuring the impact of our community investment
For	the	first	time	this	year	we	have	used	participant	feedback	and	the	London	
Benchmarking	Group	(LBG)	model	to	measure	the	benefits	of	our	community	
investment	delivered	through	our	long	term	partnerships.	We	can	now	record		
the	tangible	impacts	of	our	contributions.	

Working	with	Save	the	Children	we	funded	the	FAST	project	in	a	deprived	area		
of	Glasgow	which	supports	children	from	disadvantaged	backgrounds	during		
their	early	years	of	education.		
•	32	families	took	part	in	the	early	intervention	programme.		
•	Of	the	133	beneficiaries	on	the	programme,	55	reported	that	they	had		
	 developed	new	skills	or	experienced	an	increase	in	their	personal	effectiveness.		
•	All	133	beneficiaries	acknowledged	a	direct	positive	impact	on	their	quality	of		
	 life	as	a	result	of	our	support.	

Our	support	for	the	Outward	Bound	Trust	enabled	24	children	with	learning	difficulties	
from	Woodlands	Special	School,	Edinburgh	to	go	on	an	outdoor	residential	course.	
21	children	experienced	increased	confidence,	realised	they	were	capable	of	more	
than	they	had	first	thought	and	developed	skills	in	cooperating	with	others.	

Charitable giving

Throughout	the	year	we	have	
donated	advertising	space	worth	
£400,000	to	promote	Save	
the	Children’s	‘No	Child	Born	
Without	a	Chance’	and	‘Born	to	
Shine’	campaigns.	In	addition	our	
corporate	donations	have	funded	
a	variety	of	projects	aimed	at	
eradicating	child	poverty	in	the	UK.

In	North	America	our	chosen	
charity	is	The	Children’s	Miracle	
Network,	which	raises	funds	for	
children’s	hospitals.	Throughout	
North	America	our	employees	
participate	in	many	fundraising	
events	to	support	this	cause.

First London 
Managing Director 
Adrian Jones at  
No. 10 with winners 
of the Diana Award 
supported by First.

Bristol Pitbulls 
Ice Hockey Club 
with their new 
equipment and kit 
funded by First.

Dorset and Somerset 
Air Ambulance 
benefitted from  
funding from First.

£1,500 boost for 
First employees 
tackling triathlon 
for Macmillan.

Greyhound	Helping	Hounds	offers	
employees	the	opportunity	to	
volunteer	to	support	their	local	
community.	Examples	of	activities	
undertaken	this	year	include	
highway	cleaning	via	the	Adopt-a-
Highway	programme,	welcoming	
home	troops,	serving	in	soup	
kitchens	and	visiting	sick	children.	

Through our Charity and Sponsorship Committee we have 
donated over £70,000 this year to 106 charitable causes 
across the country.

2012/13 objectives and targets

Establish and start to implement a programme of activity with 
our new charity partner in the UK, Macmillan Cancer Support.

Put in place mechanisms to measure the impact  
of our programme with Macmillan Cancer Support.
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Independent assurance statement 

Please find below ERM’s summary assurance statement. For further 
details on the work undertaken, the engagement limitations, and  
our findings, please read our full assurance statement at  
www.firstgroup.com/corporate/cr/
 

Our brief
FirstGroup plc (FirstGroup) appointed Environmental Resources 
Management Limited (ERM) to provide independent assurance 
on selected information presented in its 2011/12 Corporate 
Responsibility (CR) summary report and associated web pages  
(the Report) as follows:

A. AA1000 AccountAbility Principles: FirstGroup’s status of 
alignment against the AA1000 AccountAbility Principles of Inclusivity, 
Materiality and Responsiveness; and

B. Selected 2011/12 Performance Indicators (KPIs) as follows: 
Safety (employees and customers)
• Total passenger injuries per million miles
• Total vehicle collisions per million miles
• Category A Signals Passed At Danger (SPADs) per million miles  
 within the UK Rail business 
• Lost Time Injuries (over 1 day) per 1,000 employees
• Assaults on employees per 1,000 employees
 Environment
• Average carbon dioxide equivalent emissions per vehicle kilometre  
 in North America (CO2e grammes/km) and average carbon  
 dioxide equivalent emissions per passenger kilometre in the UK  
 (CO2e grammes/km)
• Energy use in buildings (in tonnes of CO2e)
• Business air travel carbon dioxide equivalent emissions  
 (CO2e tonnes)
• Total carbon footprint in tonnes of CO2e [ie Scope 1 (fuel for  
 vehicles and gas for buildings) + Scope 2 (electricity for vehicles  
 and electricity for buildings) + Scope 3 (business air travel)]

Our approach
We performed our work in accordance with the AccountAbility 
AA1000 Assurance Standard (AS) 2008 Type 2 requirements and 
delivered moderate assurance. We used the following assessment 
criteria when undertaking our work: AA1000 AccountAbility 
Principles Standard (APS) 2008 and FirstGroup’s own definitions  
of the selected KPIs. 

A multi-disciplinary team of sustainability and assurance specialists 
with experience in FirstGroup’s industry sector performed work at 
corporate level and at a selection of nine operating locations in the 
UK and the USA. 

Our key observations and recommendations 
Based on our work set out above and without affecting our 
conclusions, our key observations and recommendations for 
improvement are:
 
In relation to the Inclusivity Principle
• As presented within its CR report, FirstGroup engages with a  
 wide range of stakeholders in the UK and North America, and  
 at corporate, regional, operating company and local site levels.  
 As presented in the ‘Our Stakeholders’ section of the Report,  
 FirstGroup’s approach has been further strengthened at Group  
 level and in certain business units over the past year. Looking 
 forward, we recommend that this new approach is further rolled-out 
 and tailored as appropriate across the company’s business units.
• ERM welcomes the formation of FirstGroup’s Stakeholder Panel  
 and look forward to their involvement and contributions to  
 managing and responding to CR issues affecting the business.

In relation to the Materiality Principle
• Although some progress has been made since the 2010/11 year, 
 ERM again recommends that FirstGroup better integrates the  
 business risk assessment processes and the Materiality process  
 as referred to in the AA1000 section of the online report.

In relation to the Responsiveness Principle and the selected 
Performance Indicators we have reviewed
• ERM commends FirstGroup on articulating the company Vision  
 and Values in this year’s CR report. For the year ahead, ERM  
 recommends that FirstGroup:
 • Further develops and communicates during 2012 on how it  
   will deliver the new Vision in practice over the mid-term, across  
   its business units;
  • Continues to optimise the role that its CR practices and  
   performance has within contract/franchise tenders across  
   its business units; and
 • Investigates and considers standardising the key performance  
   indicators (e.g. absenteeism, retention etc) for the employee  
   engagement topic, as different indicators are currently used  
   within different business units/geographies.
• We commend FirstGroup’s improved performance relative to the  
 2010/11 year in respect of its personnel and passenger injury rate,  
 vehicle collision rate and carbon emissions reductions across the  
 UK and North America. However, ERM notes that the company’s  
 activities unfortunately still resulted in eight fatalities (three  
 employees and five passengers) for the 2011/12 year, reinforcing 
 the need to further strengthen efforts on safety performance  
 improvement in the year ahead.

ERM is an independent global provider of environmental, social and corporate 
responsibility consulting and assurance services. Over the past 4 years we have 
worked with over half of the world’s 500 largest companies, in addition to numerous 
governments, international organisations and NGOs.

Environmental Resources Management Limited (ERM)
Edinburgh, UK, 18th June 2012

Our assurance conclusions
Based on the work undertaken as described above, we conclude 
that in all material respects the following information selected for 
this assurance engagement has been appropriately reported:

A. FirstGroup’s status of alignment against the AccountAbility 
  AA1000 Principles of Inclusivity, Materiality and Responsiveness 
 as presented in the Materiality/Assurance section of the online  
 report; and 
B. The selected 2011/12 KPIs as presented throughout the Report.
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Printed in the UK by Kingsdown a company committed to 
the environment by promoting waste minimisation and the 
efficient use of resources, energy and fuel, on paper made 
from 100% post consumer waste. The printer and paper 
manufacturing mill are both Forestry Stewardship Council 
Certified. When you have finished with this report, please 
dispose of it in your recycled waste stream.
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Aberdeen AB24 5RP
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London Office
FirstGroup plc
50 Eastbourne Terrace
Paddington
London W2 6LG
Tel: +44 (0)20 7291 0505
Fax: +44 (0)20 7636 1338

 
www.firstgroup.com

We want to hear from you
We always welcome feedback on our report. Feedback is an 
important part of our dialogue with stakeholders and helps us 
to gain a better understanding of the issues they would like us 
to report on. Please do take the opportunity to provide us with 
your views by writing to us at the address below or email us at 
CSR@firstgroup.com

Group Corporate Communications Department
FirstGroup plc, 50 Eastbourne Terrace,  
Paddington, London W2 6LG
Tel: +44 (0)20 7291 0505 
Fax: +44 (0)20 7636 1338 
www.firstgroup.com
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