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Message from  
the Chief Executive

We have leading businesses in each of our markets and 
a significant opportunity in front of us, with our unrivalled 
scale and breadth providing us with a wealth of expertise. 

Despite the impact of the prolonged recession and austerity 
measures put in place by national and local governments, 
our long term prospects remain very promising. As ever more 
people live closer together in towns and cities, the problems 
of congestion will only get worse. There will be a growing 
need for more efficient solutions to the transport challenge 
and FirstGroup is uniquely placed with an unrivalled scale  
and expertise to provide these solutions.

This is reflected in our vision to ‘provide solutions for an 
increasingly congested world… keeping people moving and 
communities prospering’. A key focus of the past year has been 
to provide greater clarity to our people and our stakeholders 
around our vision, values and strategic direction. This will remain 
a priority in the coming year as we seek to inspire and engage 
our 120,000 employees, harnessing our global expertise for 
the benefit of our local markets.

We have made good progress in achieving many of 
our corporate responsibility objectives this year, despite 
challenging conditions for a number of our divisions. In autumn 
2012, UK Rail suffered the disappointing cancellation of the 
InterCity West Coast franchise competition (for which the 
Group had been selected as the winning bidder) when the 
Department for Transport discovered significant technical 
flaws in their franchise award process. In UK Bus, we made 
selected business disposals as we began delivering our 
plan to rebalance the portfolio and position it to achieve 
sustainable revenue and patronage growth. Elsewhere in 
the Group, ongoing weakness in the US economy has also 
affected ridership in our Greyhound division.

Against this backdrop, we have continued to deliver long 
term improvements in customer satisfaction, punctuality and 
reliability (about which you can read more on page 10). Local 
employee engagement surveys show improvements in many 
areas (see page 16) and our key performance indicators 
for waste and carbon reduction have both shown positive 
performance (see page 4). 

Our good progress was reflected in our achievement of ‘Gold’ 
status for 2012/13 in the UK’s leading and most in-depth 
voluntary benchmark of corporate responsibility, Business in 
the Community’s Corporate Responsibility Index (CR Index). 
Our score of 93% improves upon the ‘Silver’ status which 
we secured the previous five years. Across FirstGroup we 
are committed to setting the highest possible standards and 
achieving ‘Gold’ status reflects the fantastic efforts of colleagues 
across all our operations to continuously improve.

As we strive to achieve the highest standards, we believe 
there is always room for improvement. This year our 
passenger injury rate reduced by 11%. Although significant, 
the reduction falls below our ambitious 16% target. Sadly, 
there were three bus passenger fatalities this year; two in the 
UK and one in our Transit operations. Tragic incidents such as 
these reaffirm the need to strive for our goal of zero injuries, 
and we are seeking to learn everything we possibly can from 
them to prevent recurrence.

In the coming year we will review our corporate responsibility 
strategy in line with our new vision, values and strategic 
priorities. I firmly believe that a robust and coherent strategy will 
help us deliver our vision, enhance our business performance 
and meet the aspirations of our stakeholders. Our approach 
will be supported by comprehensive, open and transparent 
reporting, and I look forward to sharing our progress over the 
coming 12 months in our next report.

Tim O’Toole, Chief Executive

We believe that we are uniquely 
positioned to provide transport 
solutions that open up opportunities 
and experiences for our customers  
and create strong, vibrant and 
sustainable local economies.’

‘

CR INDEX
2013 GOLD

Our overall BITC score 
this year increased to 
93%, placing us in the 
Gold performance band.

FirstGroup 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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Our vision

Our corporate responsibility programme is built around helping us deliver our 
vision to provide solutions for an increasingly congested world… keeping 
people moving and communities prospering.

Our vision is underpinned by five core values that define our culture and guide our behaviour.

Transport is vital to the economic, social and environmental wellbeing of our local communities. With ever more people living 
closer together, congestion is a permanent feature of the future and the need for efficiency is more critical and more complex to 
deliver than ever before. FirstGroup is one of the few organisations that has the scale and expertise to meet this challenge. It is our 
solutions that will keep people moving and communities prospering in an increasingly congested world.

A strong commitment to corporate responsibility (CR) is fundamental to this. Our CR impacts are outlined in full within the wheel 
shown below, but in this report, we focus on the impacts that are most relevant and material to us, notably service performance, 
employee engagement, customer service and addressing the challenge of climate change. Further information about how we 
identify our CR impacts and priorities (our materiality process) can be found at www.firstgroup.com/corporate/cr 

We are committed to conducting every aspect of our business with honesty, integrity and openness, respecting human rights 
and the interests of our employees, customers and third parties. These commitments are set out in our CR and associated 
policies which can be found at www.firstgroup.com/corporate/cr

About this report
This report provides a summary  
of performance in our CR priority 
areas for the period from April  
2012 to March 2013. Our CR 
programme and associated 
reporting is developed in line with the 
AccountAbility Principles Standard 
(AA1000APS) and assured using the 
AccountAbility AA1000 Assurance 
Standard (2008). We provide a 
summary assurance statement at  
the end of this report. The full 
statement and further information  
on the assurance standard as well  
as additional data can be found at 
www.firstgroup.com/corporate/cr

For further information on our 
financial performance and corporate 
governance, please refer to the 
annual report at www.firstgroup.com/
corporate/investors/ 
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Valuing and developing our people

Providing 
solutions for an 

increasingly 
congested world…

keeping people 
moving and 

communities 
prospering

Health and wellbeing
Injury prevention

Diversity and inclusion

Learning and development
Employee engagement 

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.
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What we do

FirstGroup plc is the leading transport operator in the UK and North America, 
transporting more than 2.5 billion passengers every year. We have five operating 
divisions, which are diversified by geography, customer base and mix of 
contract backed and passenger revenue.
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Number  
of divisions

£2.87bn

Employee costs  
(wages, benefits and 
pensions) of around

£6.9bn

Revenue  
over

120,000

Number of 
employees 
around

2.5bn

Passengers 
transported  
per year

Key 
statistics

First Transit

Greyhound

UK Bus

UK Rail

First Student is the largest provider of student transportation in North America - over two times bigger than 
the next largest competitor and nearly one-third of the outsourced market. We operate a fleet of approximately 
50,000 school buses with an average fleet age of 7.3 years and carry approximately six million students per 
school day across 38 States in the US and eight Provinces and Territories in Canada. We have more than 1,300 
different contracts in nearly 600 locations. In addition to our main student transportation contracts we also 
provide charter hire services for school and non-school activities.

First Transit is one of the largest private sector providers of public transit management and contracting in  
North America. We operate in approximately 240 locations in 39 US States, four Canadian Provinces, as well 
as Puerto Rico. We carried around 317 million passengers in 2012/13, across more than 360 million miles 
and operate and manage more than 11,000 vehicles. Our First Vehicle Services business is one of the largest 
private sector providers of vehicle maintenance and ancillary support services in North America. It operates in 
approximately 80 locations in 23 US States, Puerto Rico and the US Virgin Islands and maintains around 38,500 
vehicles and equipment.

Greyhound is the only national operator of scheduled intercity passenger coach transportation services in the US and 
Canada, serving 48 US States and ten Canadian Provinces and Territories. We provide passenger services to around 
3,800 destinations via a fleet of approximately 1,700 vehicles with an average fleet age of ten years. Approximately 
18 million passengers travel 5.5 billion miles every year with Greyhound. Our non-stop city to city service Greyhound 
Express now serves 900 city pairs in more than 100 markets. We operate services from the southern USA into 
Mexico. BoltBus, a joint operation with Peter Pan Bus Lines, runs between key city pair destinations in both the  
north east and north west USA, and YO! Bus serves Chinatown markets in the north east.

Our UK Bus division is one of the largest bus operators in the UK with a fleet of approximately 7,400 buses and 
an average fleet age of 8.6 years. We operate around a fifth of local bus services.* We carry around 2.3 million 
passengers per day and serve a huge number of communities including 40 of the UK’s largest towns and cities.  
We operate Greyhound UK providing regular intercity coach services between Swansea, Cardiff and Bristol Airport. 
We operate Aircoach in Ireland, connecting Dublin Airport with destinations around the city as well as longer distance 
connections to Cork and Belfast. We also operate some US-style yellow school buses and have a fleet of coaches 
available for charter.

* In April 2013 we announced the sale of eight of our London bus depots

We are the UK’s largest rail operator with approximately a quarter of the UK’s passenger rail network, carrying 
more than 310 million passengers per year. We have a diversified portfolio of intercity, commuter and regional 
franchises and one open access operator. We operate four rail franchises (First Capital Connect, First Great 
Western, First ScotRail and First TransPennine Express) and one open access passenger rail service (First Hull 
Trains). We operate the Tramlink service in and around Croydon on behalf of Transport for London and the 
Heathrow Connect service with Heathrow Airport. Through our joint venture with Danish State Railways we 
operate passenger revenue services in the Oresund region of Denmark.
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Approximately 50% of Group revenues are derived directly from our passengers, while approximately 50% are backed by contracts 
or franchise agreements. The Group’s revenues are balanced between the UK (57%) and North America (43%), together with some 
very small activities in other European countries which represent less than 1% of total revenue. 

First Student



Engaging with our stakeholders

Delivering our vision depends on us understanding the needs and expectations 
of our customers and stakeholders. We can only do this if we listen to and 
engage with them. Ongoing stakeholder engagement is therefore an important 
part of managing our business. 

Our operations are varied and our many stakeholders range from national and local 
government representatives to local customer or disability groups. This variety presents 
particular challenges in meeting diverse expectations. Over the last year we have 
concentrated on building the local relationships that we believe are essential to delivering 
the transport solutions our local communities need.  
 
We use wide-ranging engagement methods including forums, one to one meetings, 
surveys, partnerships and publications. We establish the issues that most concern our 
different stakeholder groups through these engagement methods. 
 
We have broadly defined our stakeholders into six groups. Within these groups the 
issues raised are often local in nature. The stakeholder overview summarises the 
common issues in each group.

Stakeholder  
overview

Customers

Community

Investors

Suppliers

Local and national  
governments

Key issues
Service performance
Value for money
Customer service
Safety and security

Key issues
Consultation
Service performance
Commitment 
Safety and security

Key issues
Shareholder value
Return on investment
Risk management
Governance

Key issues
Partnerships
Contracts
Payment
Standards

Key issues
Transport strategy
Service delivery
Investment
Compliance

Our people

Key issues
Strategy
Management
Working conditions
Communication
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Across the UK, many local authorities 
and communities are concerned about 
congestion. We work at all levels with 
our partners to help address this. Major 
projects introduced during the year 
include the A65 bus corridor in Leeds, 
and the ‘Eclipse’ Bus Rapid Transit 
Scheme linking Fareham with Gosport.

In response to government, school  
and parental concern about the scale  
of bullying in schools, First Student  
has an anti-bullying programme.  
This includes employee training, 
awareness raising and involvement  
in national campaigns. 

Listening to our stakeholders
The feedback we receive from stakeholders is important in shaping our business.  
Some recent examples are given below.

The design of new buses in the UK has 
been influenced by customer focus 
groups and close collaboration with 
vehicle manufacturers. Our discussions 
have covered many issues from comfort 
to interior design. Particular focus has 
been given to the layout of the front of 
the vehicle which has been redesigned 
to better accommodate the needs 
of customers in wheelchairs, parents 
with buggies and passengers who are 
standing. Customer safety is paramount 
in this work. This new design is now 
standard on all new vehicles and post 
implementation research will be carried 
out during 2013.

Our rail business has continued to harness technology to improve 
communication with customers in times of disruption. Solutions 
have included trialling mobile phone apps, increasing Facebook and 
Twitter interaction and improving access to real time information. 

In response to feedback from our 
employee engagement surveys we 
are working across the Group to 
strengthen our management capability, 
improve communication and to engage 
our employees more actively in the 
management of the business.
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reduction in waste to landfill in 
our UK Bus division and 5% 
reduction in UK Rail, ahead of 
8% and 2% targets respectively.

Our behaviour changing 
Small Changes, Big 
Difference campaign won 
the Environment Award at 
the UK Bus Awards.

All our franchised train 
operating companies 
have achieved ISO50001, 
the international energy 
management standard.

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 our top 100 properties by 2%

Reduce waste arising by 2%

Reduce waste to landfill by 2%

Achieved

Improvement 
but below 
target

Not  
achieved

Progress 
towards  
long term  
target

Delivering 
sustainable 
travel solutions

Supporting the delivery of more 
sustainable travel solutions is central 
to our vision. In the years ahead, 
serious transport challenges will arise 
from climate change, from pressure on 
resources and from the travel demands 
of a growing population.

Our buses and trains are fundamental to addressing these challenges. 
Public transport is a key enabler of economic growth, as well as 
helping to reduce congestion and produce lower emissions than other 
transport modes. Given that more than 2.5 billion passengers travel 
with us each year, our contribution is already significant.

This situation represents a real opportunity for the growth of public 
transport. To achieve this we need to work with national and 
local governments. Together we must ensure that the right policy 
measures and investment are in place, supported by strong local 
partnerships to grow and develop services which meet customer 
demands. At the same time we are working to reduce our own 
emissions and ensure that public transport remains a low  
emissions alternative. 

Key achievements

How are we doing?

5% 21%
reduction in carbon 
emissions per million 
pounds of revenue 
this year.



Climate change

Through our Climate Change Strategy we are 
committed to promoting carbon competitive 
transport by attracting more people to our 
services and improving our fuel efficiency.

As part of our strategy we are involved in research and trials 
into new technologies aimed at reducing our emissions and 
reliance on diesel. We believe that there is currently no single 
technological solution that is able to achieve this in the long 
term. However we remain involved in a range of projects that 
keep us abreast of technological progress and position us to 
adopt leading technology as it becomes commercially viable. 

We operate over 100 hybrid buses in the UK and a large 
Compressed Natural Gas (CNG) fleet in California. We are 
currently involved in trials using hydrogen fuel cell power in 
UK Bus. One such project is a partnership with several 
organisations in the Aberdeen City Council-led Aberdeen 
Hydrogen Project introducing hydrogen fuel cell powered 
buses to the city. We are also involved in a number of new 
electric bus trials which we think offer great potential for 
the future.

Our carbon reduction targets are set out in our  
Climate Change Strategy which can be found at  
www.firstgroup.com/corporate/cr

Tonnes carbon emissions  
(CO2e) per million pounds  
of revenue*

10
/1

1
47

6

46
6

11
/1

2

12
/1
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Carbon management

Our estimated total carbon footprint for this year was 3,046,864 
tonnes CO2e (2011/12: 3,113,882). Our carbon emissions per 
million pounds of revenue have reduced by 5% this year. We are 
making good progress towards achieving our carbon reduction 
targets in North America. First Student has met its target ahead 
of schedule and Greyhound has reduced carbon emissions  
by 4% per vehicle km, which is in line with target expectations. 
In First Transit the target was to remain at the 2009/10 baseline 
figure. We have limited control over the Transit fleet as we do 
not own the vehicles and are therefore unable to influence 
reductions in emissions through vehicle selection. We do, 
however, advise our contract customers on how they can 
reduce fuel usage and this has helped reduce emissions  
per passenger km in First Transit by 1.9% since 2009/10.

In the UK progress is slower than we anticipated. Although 
fuel efficiency in our UK Bus division has improved, passenger 
growth remains lower than expected meaning slower progress 
towards our target of reducing carbon emissions per passenger 
km. In our UK Rail division we are seeing positive benefits 
as a result of installing Driver Advisory Systems. However, 
these have been lower than planned due to continued speed 
restrictions and alterations to accommodate engineering work 
and upgrades to the lines around Reading station, meaning 
that the speeds recommended by the advisory system cannot 
always be adopted. We are confident that we will secure the 
predicted fuel savings once the station development work is 
complete. The Driver Advisory System has only recently been 
installed at First ScotRail. As passenger numbers continue 
to grow and the Driver Advisory Systems come into effect 
we expect to see significant reductions in our emissions per 
passenger km.

Our carbon reduction strategy remains focused on improving 
the fuel efficiency of the existing vehicle fleet and working 
with our manufacturers to maximise the fuel efficiency of 
new vehicles. In our UK Bus division we retain our focus on 
GreenRoad’s DriveGreen technology which uses lights on 
the dashboard to feed back to drivers the fuel efficiency of 
their driving. This year we have modified the technology to 
further improve driving performance. In North America we 
continue our engineering modification programme in our 
First Student fleet. To support this we have launched a new 
initiative aimed at engaging drivers to use more fuel efficient 
driving techniques. In Greyhound the equivalent engineering 
modification programme is complete.

North America  
(Tonnes CO2e emissions per vehicle km)

Business  
Unit

2015 target 
reduction against 
2009/10 baseline

Reduction 
since 2009/10 
baseline

First Student

Greyhound

First Transit

3%

8%

No change

3.4%

4%

1.9%

UK  
(Tonnes CO2e emissions per passenger km)

Business  
Unit

* The target is based on existing franchises. Individual train operating  
 company targets are set out in our Climate Change Strategy.  
 Specific targets will be developed for any new franchises. 
 
** In our UK Rail division, emissions have been affected by the move  
 to low sulphur diesel in line with European Regulations. We have  
 adjusted our figures to take account of these changes to allow year  
 on year comparisons.

UK Bus

UK Rail*

2015 target 
reduction against 
2010/11 baseline

Reductions  
from 2006/07  
to 2010/11

10%8.5%

8.5%17%

Reduction 
since 
2010/11

2.6%

2.9%**

Performance against our climate change targets

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

44
2
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In partnership with vehicle manufacturers, we are working to maximise the fuel 
efficiency of new vehicles. In the UK we challenge our suppliers to provide ‘best  
in class’ vehicles in terms of fuel efficiency and we work with them to achieve this. 
In North America the move to a new school bus supplier has secured fuel efficiency 
gains in the region of 6% on new vehicles. Fuel efficiency was also an important 
important factor in the selection of our new Greyhound buses.

We continue to lead the rail industry by installing Driver Advisory Systems on our 
trains. The systems are now in use in First Great Western and First Hull Trains and 
have recently been fitted to our First ScotRail diesel fleet. We also have electricity 
meters installed on some of our electric vehicles. Over time, these investments will 
generate significant fuel savings.

Other environmental impacts

Our award winning Small Changes, Big Difference campaign in the UK 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 have made significant progress in 
reducing the amount of waste going to landfill this year with performance ahead 
of target. Energy use has reduced but is still above our target level. Although 
we have normalised the UK energy usage to take account of varying weather 
patterns we suspect the cold winter is still a contributing factor. Since 2008/09 
UK Bus buildings have reduced their total energy usage by 17%. 

We participate in the Fleet Elite 
programme run by the DriveGreen 
manufacturer, GreenRoad, which 
recognises sustained excellence 
in driving performance. Of the UK 
GreenRoad drivers who have achieved 
Fleet Elite status, over half are from 
FirstGroup, ten of whom achieved  
the highest possible score.

Driving down carbon  
emissions in First Student
The First Student DriveSMART 
programme aims to improve fuel 
efficiency and reduce emissions by 
encouraging our school bus drivers to 
change their driving habits. A recent 
survey of drivers involved indicated that 
89% have changed their behaviour as 
a result of the initiative. To date, 275 
locations have reported measurable 
reductions in their fuel consumption. 

Reducing air pollution
Air pollutants from our UK Bus 
vehicles continue to fall following 
ongoing investment in new vehicles 
that meet the latest air emission 
standards. Although emissions when 
normalised per passenger km have 
increased, total emissions have fallen 
by 7%. These figures represent the 
sum of emissions of particulates, 
nitrogen oxides, hydrocarbons and 
carbon monoxide.

Reducing energy in North America 
In North America, energy audits have been conducted across our top 100 energy 
consuming properties. Through these audits we have identified equipment to  
be removed or replaced and have retrofitted more energy efficient solutions.  
40 locations are exchanging their fluorescent light bulbs for more efficient 
solutions, with annual savings set to exceed $430,000. These actions have 
supported the 1.1% saving in energy made in these properties this year, despite 
a cold winter. The full savings anticipated have not yet been observed due to 
the fact that these solutions were implemented at various stages throughout the 
reporting year and property relocation meant that in a number of places, two 
properties were operational at the same time.
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Reduce non-carbon emissions per passenger km by 4% in our UK Bus division +1.65%

Reduce energy use in buildings by 2% in our UK Bus division -0.94%

Reduce energy use in buildings by 1% in our UK Rail division -0.91%

Reduce energy use in our top 100 properties by 2% in North America -1.1%

Reduce waste to landfill by 8% in our UK Bus division -21%

Reduce waste to landfill by 2% in our UK Rail division -4.5%

Reduce waste arising by 2% in North America -2.6%

Reduce waste to landfill by 2% in North America -3.07%

Note: UK energy data has been normalised by degree days to take account of variations 
in weather conditions from year to year. 

North American data has not been normalised.

Performance against our environmental targets 2012/13
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Public transport plays a central role in the community and supports the growth of local economies.  
As well as significant employment, we also provide vital services on which members of the community 
depend to travel to work, to education, to visit family and friends and for much more. Buses and trains 
also help to relieve congestion and provide essential links within and between communities for many 
people without access to a car.

Supporting local economies

Accessing jobs and other services

Public transport is vital for many people to access jobs and services.

• According to the 2011 Census, 4.3 million people (16.4% of the working  
 population) usually commute to work by public transport in England  
 and Wales.

• In 2011 Americans took 10.4 billion trips on public transport, the second  
 highest ridership since 1957.

• In the United States over half of the student population travel to school  
 by bus.

Recent research by the Institute of Transport Studies at Leeds University on 
the economic importance of bus travel shows that 11% of employees who 
commute by bus in the UK would be forced to look for another job if their 
bus commute was no longer available. In addition, a fifth of UK businesses 
consider the bus to be central to their business operations.

Public transport meets important social needs, particularly  
for those without access to a car. 

• In the UK 44% of households with no working adults have no access  
 to a car or van (Office of National Statistics, 2008). 

• Students rely heavily on public transport. In the UK 30% of those who  
 are dependent on bus services to access their education and training  
 courses live in the top 10% of Great Britain’s most deprived areas. 

• Over two-thirds of Jobseeker’s Allowance claimants in the UK have no  
 access to their own car or cannot drive (PTEG 2011, Total Transport).

• Public transport provides vital links for more than 54 million Americans  
 with disabilities.

Supporting local communities

Public transport can reduce the growing cost of congestion  
in our communities.

• Traffic congestion costs the UK economy more than £4.3bn a year.

• A British Chamber of Commerce survey found congestion to be a   
 problem for around 90% of businesses, with around 45% viewing it  
 as a significant problem.

• In the United States, The American Public Transport Association  
 estimates that without public transport, congestion would have cost  
 an additional $17bn per annum. 

Congestion
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Examples of partnership working

Improving rail engineering efficiency
In 2012 a new landmark alliance was established 
between Network Rail and First ScotRail. It aimed 
to save time and costs on engineering projects. 
The first project under this alliance was a partial 
electrification on the Paisley Canal line. The project 
was delivered in half the target time and at less than 
half the estimated cost of £28m. The cost savings 
were achieved through an innovative approach to 
line electrification which avoided the need to raise 
bridges. Thanks to our partnership, passengers 
now benefit from a more comfortable and reliable 
train service and more seats on services. 

These examples illustrate how our partnerships are improving 
transport services for our customers and the community.

Improving customer satisfaction  
in First Transit
In First Transit we have a number of partnerships  
with technology providers that allow us to offer 
added value to our customers. These include 
NextBus (real time information for passengers 
on the arrival time of the next bus), Transloc (real 
time bus tracking information) and RouteMatch 
(scheduling and management software). Through 
these partnerships we help our contract customers 
to improve customer satisfaction and grow their 
customer base. Both First Transit and Greyhound 
partner with DriveCam which promotes safer driving 
and helps improve fuel efficiency.

Transforming Greater Bristol’s  
bus network
March 2012 saw the completion of the Greater 
Bristol Bus Network, developed in collaboration 
with the West of England Partnership. Designed 
to ease congestion and improve standards, the 
project has helped increase passenger numbers 
on all routes – in some cases by as much as 
46% since 2008/09. Bus priority routes and 
infrastructure have been upgraded and we have 
also invested over £20m in new buses.

Partnerships

Partnership working is critical in 
helping us to deliver our vision, 
both at Group level and within 
our individual businesses. Our 
strategy is to leverage our scale 
by developing and sharing our 
global expertise for the benefit 
of our local markets, so local 
managers are working to build 
the partnerships necessary to 
enhance services in their area.

• Close working relationships with local  
 infrastructure providers are essential  
 to provide the best solutions for our  
 customers. In the UK this involves  
 local authorities, Passenger Transport  
 Executives (PTEs) and Network Rail,  
 the rail infrastructure provider.

• The development of travel solutions  
 such as end-to-end journeys,  
 integrated ticketing and smartcard  
 technology demands effective  
 collaboration between several partners.

• Through our collaboration with industry  
 bodies we work in partnership with  
 other transport providers to influence  
 policy that supports public transport  
 service development.

• In our contract businesses, every  
 contract is a partnership in which we  
 work with our customers to improve  
 and enhance service delivery for the  
 benefit of passengers. 



Recognition for our supplier 
management programme

In October 2012 FirstGroup became 
the 25th company and the first 
public transport operator to be 
awarded BS11000, the world’s first 
national standard for collaborative 
business relationships. The award 
arises from our Supplier Relationship 
Management Programme which 
involves working closely with our 
suppliers to align business objectives 
and values with improved innovation 
and efficiency. 
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Making it easier to travel by public transport
Working in partnership with other operators, local 
authorities and PTEs, we continue to support initiatives  
in which tickets may be transferred between operators  
or transport modes. Examples include the System  
One brand in Manchester which allows travel on all  
bus services, the Metrolink tram service and certain  
rail services within the Greater Manchester area.  
Other examples include Optio, a multi-operator ticket in 
Sheffield, and the AvonRider card for the Greater Bristol 
network, both of which permit customers to use the 
same ticket on all operators’ services. Many similar 
arrangements cover major urban networks.

Developing smartcard technology
In partnership with Transport Scotland, First ScotRail 
has been trialling smartcard technology as the next 
generation of rail ticketing. Following an initial trial on 
the Edinburgh-Falkirk High-Glasgow Queen Street 
route, we are now rolling out smartcards for season 
ticket holders across the network. This benefits our 
customers by making it easier to purchase and renew 
season tickets, and allows them to view and manage 
their accounts online.

Improving safety in First Student
We continually collaborate on improving bus safety, 
giving school districts and parents additional assurance 
that their children are riding with the ‘best in class’ private 
provider of school transport. For example, we have 
partnered with Zonar to implement student ridership 
tracking software which not only provides a school with 
useful data, but also allows a parent to receive alerts 
when their child gets on and off our bus. This gives 
peace of mind to schools and parents alike. 

Greyhound improves access to value fares 
Greyhound continues to develop partnerships that 
increase customer access to facilities where they  
can pay by cash for bus tickets purchased online.  
This gives them access to internet fares previously 
only available for purchase with a credit or debit card. 
ACE Cash Express have now joined 7-Eleven to offer 
cash payment facilities, increasing the availability of 
this facility to more than 8,000 locations.

Supply chain

Supply chain partnerships 
are essential to delivering 
our services. We work with 
our suppliers to improve 
performance across all aspects 
of the business including 
social and environmental 
performance. 

All our suppliers are required to comply 
with our Code of Business Ethics  
and Supplier Code of Conduct.  
We also encourage them to improve 
environmental performance. Our largest 
UK suppliers are ranked in accordance 
with their sustainability performance, 
and we work with our key suppliers 
to develop combined objectives for 
performance improvements. 

Examples include:
• improving vehicle fuel efficiency with  
 our vehicle suppliers 
• reducing waste and improving recycling  
 levels with our waste management  
 suppliers 
• using better monitoring and metering  
 to reduce energy use with our energy  
 suppliers 
• improving durability of parts 
• cutting packaging and mileage through  
 elimination of waste



Putting  
our customers  
at the heart  
of everything  
we do

To grow our customer base and provide 
the transport solutions that people 
and communities need, we place our 
customers at the heart of our business. 

Our success relies on understanding our customers’ transport 
needs and meeting their service expectations. We regularly gather 
feedback on how we are doing from our customers and use it 
to help shape our business and service offering. We continually 
measure customer satisfaction and service performance (reliability 
and punctuality), which is a key factor in customer satisfaction. 

The safety of our customers remains of critical importance and 
we continue to work both independently and in partnership with 
the communities we serve, to reduce the risk of injury to our 
passengers and pursue our zero injuries goal.
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2012/13 objectives and targets

Reduce passenger injury rate by 16%

Reduce vehicle collision rate by 11%

Reduce SPAD (Signals Passed at Danger) rate by 21% in UK Rail

Reduce incidents of sleeping children in First Student by 9%

Increase customer satisfaction levels in all our divisions*

Meet PPM (on time) 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%

* This was achieved in all divisions apart from First Transit where there was a slight dip in performance this year.
** Targets were not met in First Great Western and First Capital Connect due to infrastructure reliability issues.

Achieved

Improvement 
but below 
target

Not  
achieved

Progress 
towards  
long term  
target

Key achievements

How are we doing?

11% 83.4%34%
reduction in passenger injury 
rate, below our 16% target. 
We continue to promote better 
driving and invest in customer 
education programmes.

customer satisfaction 
score in First Student.  
A 6% improvement 
since 2010.

reduction in Signals Passed at Danger 
(SPAD) rate, significantly ahead of our 
target of 21%. This follows concerted 
efforts to develop best practice in this area 
following a two-year increase in SPADs. 

We launched a free 
First Bus app for 
Android and iPhone 
mobile users in the 
UK, making bus travel 
easier for people with 
these devices.



Engaging with our customers

We undertake regular customer satisfaction surveys across the business. In the UK and Greyhound 
these surveys are directed at the travelling public. In our contract based businesses in North America, 
we survey our contract clients. 

In addition to regular surveys we also 
seek to provide our customers with a 
range of opportunities to speak to us 
directly about their views. For example 
in the UK we hold regular Meet the 
Manager sessions in which our senior 
managers meet the public and answer 
questions. In many areas we also have 
customer panels or forums where we 
regularly meet customer representatives. 
In North America we continually engage 
with our contract customers, working 
with them to address concerns and 
improve performance. These customer 
interactions provide invaluable feedback 
and are important in shaping the future  
of our business.
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In response to customer feedback, we are working to improve and 
standardise our customer complaints procedures within our UK Bus 
division. The initiative includes a skills analysis of the customer service teams, 
training on managing and handling customer contacts and unification of the 
Customer Charter. Building on a number of trials in progress across the UK, 
we will also introduce a Customer Promise to compensate customers whose 
delayed journeys are our fault. 

In response to customer feedback, First Capital Connect has launched 
My Free Alerts, a free email and text service that warns rail passengers 
of delays to specific trains. Passengers sign up via the First Capital Connect 
website and can select information specific to their journey. The alert system 
was suggested through the train company’s Your Ideas website and voted for by 
passengers. It has been developed and tested with stakeholders and customers. 

In response to growing customer demand, Greyhound has developed 
and grown its premium, low-cost Express service. This service takes 
customers quickly between major cities while offering a premium service 
including free Wi-Fi, plug ins for electronic devices, guaranteed seating, extra 
legroom and a private waiting area. Customers can schedule their travel online 
and print their tickets at home. 

UK Bus develops customer service standards

The following examples illustrate how customer feedback 
has helped shape our business

First Capital Connect launches My Free Alerts

Greyhound Express 

First Student has launched a new 
website incorporating customer 
feedback. The new, user-tested 
design expands the offering to be 
more inclusive of visitors such as 
parents, drivers and others who did 
not traditionally engage with the site. 
We plan further developments to 
make the content easier to access: 
we will use both customer and 
employee feedback in this process. 

Following a trial in Hampshire, 
our UK Bus division has 
launched a free First Bus app 
for Android and iPhone mobile 
users. The app allows customers 
to plan their journeys while on the 
move. GPS pinpoints the owner’s 
location and the app user can 
then view all nearby bus stops, 
available services, route maps and 
real time bus departure information 
as available. The timetable and live 
information, which covers all bus 
operators in Great Britain, is jointly 
provided by Traveline and First. We 
are working to develop versions for 
BlackBerry and Windows phones. 

UK Bus launches  
free mobile bus app

First Student

Since January 2013 First Great 
Western has been trialling free 
Wi-Fi on trains running between 
Paddington and the North 
Cotswolds. Installed as part of an 
upgrade programme to 25 vehicles, 
the system gives us an opportunity 
to introduce technology that meets 
modern work and entertainment 
needs in line with customer 
expectations.

First Great Western 
launches Wi-Fi on trains



Customer satisfaction

Our customer satisfaction 
surveys are an important 
measure of customer 
perception and highlight  
areas where we can improve.

Satisfaction continues to improve across 
the UK Rail business. In some of our 
franchises there are ongoing capacity 
constraints, but we are working hard 
with our partners to address these 
via initiatives such as the Thameslink 
Programme which on completion will 
double the peak time capacity in central 
London from 2018. On the First Great 
Western network more than £1bn of 
engineering and improvement work is 
taking place which will improve capacity, 
reliability and punctuality.

In UK Bus satisfaction remains steady. 
We are pleased to note our driver 
attitude score, currently 80.3%, has 
started to improve, reflecting our efforts 
to improve employee engagement and 
driver training. The long term trend in 
First Transit is positive, despite a slight 
dip this year and we are addressing 
the issues raised in the most recent 
survey. We now have one full year 
of data for our Greyhound brands. 
The percentage of people that would 
recommend our services across the 
three Greyhound brands is as follows: 
69.4% for Greyhound, 94% for BoltBus 
and 79.1% for Greyhound Express.

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

Source: National Passenger Survey

First Capital Connect
First Great Western

First ScotRail
First TransPennine Express

First Hull Trains National average
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* In UK Bus our scores relate to feedback from  
 the travelling customer. In First Student and  
 First Transit the survey respondents are our  
 contract customers.

UK Bus
First Transit
First Student

Affordability and accessibility

In many parts of the Company (for example First Student and First Transit) we  
do not control fare structures. In our UK Rail division, fares are heavily regulated.  
Where we can influence fares we are committed to providing value for money 
and listening to customer feedback. In UK Bus our value for money score is 
still low. Determined to improve this, we have reduced fares in a number of our 
networks this year, particularly on day and weekly ticket products, offering better 
value for money where we believe volume growth is achievable. In Bristol, we 
have launched a major public consultation on this subject which will lead to 
revised fare offers later in 2013.

In our UK Rail division, value for money scores are in line with the industry 
average. Following customer feedback we want to help customers to identify  
the lowest fare options. In Greyhound we offer a wide range of ticket options.  
On our BoltBus and Greyhound Express services, our $1 fare provides some of 
the cheapest travel opportunities in North America. Through our partnerships we 
have also extended offline access to ticket reductions available on our website.

We are committed to supporting customers with disabilities or restricted mobility. 
We recognise that many of these people depend on access to public transport 
services for their 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.

Improving access to value fares

First Capital Connect has launched a new online booking system with a 
‘lowest fare finder’ facility making best value fare purchases quicker and 
simpler. The Company has increased the flexibility of its discounted rail Carnet 
books in response to calls from commuting part-time workers and regular 
leisure and business travellers. 

Making bus travel easier for people with disabilities

In UK Bus we want to extend access to the Safer Journey card, originally 
introduced to allow older customers to communicate discreetly with the driver 
about any additional help they require. We have sought feedback on a card for 
passengers with disabilities from a range of organisations and this will inform 
any future development.
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Service performance

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

Congestion remains a challenge to performance in our UK Bus operations.  
We continue to work closely with our local authority partners to improve our 
punctuality and deliver reductions in overall journey times. 

In our UK Rail division, our Public Performance Measure (PPM) score (which 
measures the number of trains reaching their final destination ‘on time’) is on target 
in First ScotRail and First TransPennine Express. First Great Western’s performance 
lies slightly below target due to a decrease in infrastructure reliability around 
Reading during the station upgrade. PPM performance has fallen in First Capital 
Connect due to disruption caused by infrastructure problems, in particular overhead 
line equipment failure. We are looking to strengthen our working relationship 
with Network Rail, the rail infrastructure provider, to deliver longer term network 
improvements.

In Greyhound, significant improvements in on time performance have exceeded 
our 90% target through determined focus and effort from all employees. In First 
Transit there has been a slight reduction in on time performance although it 
remains above target.

Reducing delays at First Capital Connect

Engineers at First Capital Connect have developed a new computer tool to 
reduce the time it takes to deal with failed trains. The Train Assisted Faults and 
Failures System (TAFFS) is believed to be the UK’s first web based diagnostic 
system and guides the controller/engineer and train driver through a diagnostic 
process for fixing the fault in the fastest time. We expect the system to reduce 
delays and cancellations; early indications suggest this is the case. 

First Student drives workshop improvements

First Student continues to operate a lean maintenance programme  
to improve workshop efficiency. We have developed a scorecard to define 
criteria for Bronze, Silver and the ultimate Gold Wrench status against which 
our workshops are internally audited. Over 70% of our workshops have 
Bronze status, 10% have Silver status and three locations have now achieved 
Gold Wrench status. In addition we have introduced new incentives for shop 
managers to encourage greater uptake of Blue Seal certification, an external 
recognition of excellence in workshop management. 17 locations have 
achieved this standard to date.

Improving reliability in UK Bus

In our UK Bus division all vehicle examiners have been certified to the Road 
Transport Engineers Certification (irtec) standard as part of a commitment to 
investing in our people and improving reliability. 
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Average punctuality  
of the UK Bus fleet (%)

10/11 91.3

12/13

Target

11/12 92.2

95.0

92.2

Average reliability  
of the UK Bus fleet (%)

10/11 98.6

12/13

Target

11/12 99.1

99.5

98.8

11/12

12/13

Target

90.0

90.7

88.3

11/12

12/13

Target

81.7

82.5

81.8

11/12

12/13

Target

90.7

91.5

93.0

11/12

12/13

Target

93.3

91.5

91.7

11/12

12/13

Target

90.6

90.6

89.1

Reliability refers to the number of scheduled services actually 
operated.

Punctuality refers to the number of buses operating ‘on time’.  
On time is defined as up to one minute early and five minutes late.

* Public performance measure (PPM) measures the number  
 of trains reaching their final destination ‘on time’. On time is  
 defined as within five minutes for regional and London and  
 south east trains, and within ten minutes for long distance trains.

First Capital Connect

First Great Western

First ScotRail

First TransPennine Express

First Hull Trains

National average 2012/13 = 91.1%

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

First Transit

Greyhound

On time performance (%)

Tolerance levels are defined by individual contracts

96.3

10/11

11/12

96.4

95.712/13

Target 95.0

On time is within 15 minutes of scheduled departure time

87.8

10/11

11/12

85.5

91.412/13

Target 90.0



Reducing Signals Passed at Danger (SPAD) 

In response to a rising SPAD rate over the last two 
years we have implemented a range of initiatives. This 
includes a ‘Stay Switched On’ campaign focusing on 
driver concentration. Drivers involved in incidents receive 
specialist support to help them understand how an incident 
or performance lapse has affected them, regain confidence, 
and drive safely. These programmes have helped reduce 
the SPAD rate by 34% this year, 13% ahead of target. 

Driving continual improvement

In constant pursuit of higher safety standards across the 
business, First Student has introduced a new Bronze,  
Silver and Gold classification for driver training. Our driver 
trainers can achieve certification by meeting evaluation 
criteria in six categories. To date, 401 locations and training 
centres have received Bronze certification. The criteria for 
Silver and Gold certification are in development. 

Improving incident management

Across the business, incident response teams are ready 
to take control should a major incident occur involving 
our services. The response would extend to support for 
the families of those involved (e.g. transport to hospital, 
counselling services). We are also looking at providing 
broader support to the emergency services during large 
scale incidents affecting local communities. 

Customer safety and security 

We are dedicated to safety – it is integral to every decision we make and everything we say and do.  
As we strive to achieve the highest standards, we believe there is always room for improvement, so  
we focus on safety both independently and in our partnerships with community and passenger groups. 

This year our passenger injury rate reduced by 11%. Although 
significant, the reduction falls below our ambitious 16% 
target. Many incidents arise as a result of tripping or falling 
on concourses and we have launched new passenger safety 
campaigns in our divisions. Our vehicle collision rate fell by 
2%, short of our 11% target. This was due to an increase 
in collisions in part owing to the prolonged winter and an 
increase in third parties colliding with our buses. We will 
be focusing intently on this going forward. The incidents of 
sleeping children in First Student have fallen by 27%, well in 
excess of our 9% target. Sadly, there were three bus passenger 
fatalities this year; two in the UK and one in our First Transit 
operations. Tragic incidents such as these reaffirm the need to 
strive for our goal of zero injuries, and we are seeking to learn 
everything we can from them to prevent their recurrence. 

All our bus drivers are trained to the highest safety standards. 
In particular we promote anticipatory driving to reduce risks 
to passengers and third parties. Our route risk assessments 
raise awareness of route specific issues, and we share lessons 
learnt from incidents and accidents across the Group. We also 
train our drivers to identify security risks and on what to do in 
the event of an incident. Group-wide incident management 
procedures are in place. When security incidents do occur they 
are managed by specialists and are recorded and analysed to 
inform future strategy. 

We seek new ways of collaborating with our customers and the 
public to improve safety and security awareness. For example, 
First Student invites customers to take part in employee safety 
training. The UK Bus division holds a Passenger Safety Month 
each year as an opportunity to engage on this important topic 
with groups across the community. Our UK Rail division runs 
regular passenger safety campaigns highlighting safer customer 
behaviour in stations and on trains. 

Passenger injuries per 
million vehicle miles

Vehicle collisions per million  
vehicle miles (excludes rail)

SPADs (Cat A) per million  
rail miles*

Group-wide safety performance

Reducing bullying in First Student 

We remain committed to supporting local schools in every 
way we can to reduce the risk of bullying. This year First 
Student started the school year with ‘See-Something!  
Do-Something!’ This campaign promoted better awareness 
of bullying and its effect on students and encouraged drivers 
and attendants to take action where necessary. 

14

09
/1

0

09
/1

0
19

.7

18
.8

16
.5

16
.2

10
/1

1

10
/1

1

11
/1

2

11
/1

2

12
/1

3

12
/1

3

09
/1

0

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

0.
58

0.
68 0.

70

0.
46

10
/1

1

11
/1

2

12
/1

3

4.
49

4.
35

4.
17

3.
71



Valuing  
and developing 
our people

Our employees are fundamental to the success of our company.  
They are the key to ensuring we provide consistently excellent 
standards of service and maintain high levels of customer satisfaction.

Improving employee engagement is the cornerstone of our 
people strategy as we aspire to be the employer of choice 
in our sector. We are building our programmes in response 
to employee feedback and increasing the ways in which we 
involve them in shaping the business.

We remain wholly committed to our zero injuries goal and 
continue to evolve and develop our safety programmes which 
encourage our employees to view safety as a way of life.  
In support of this, and in response to employee feedback,  
we are enhancing our health and wellbeing programmes.

11% 8 point
FirstGroup’s UK graduate 
programme was featured  
in The Guardian’s 2012 poll 
showing the most popular 
graduate employers.

99%
of First Student employees 
are committed to the cultural 
transformation in the division.

reduction in all 
employee injury rate 
in line with targets.

improvement in employee 
engagement in our UK Rail 
division since 2010.
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* This survey has now been postponed to 2013/14 to allow more time for embedding our new vision and values.

2012/13 objectives and targets

Reduce employee injury rate by 11%

Reduce Lost Time Injury rate by 8%

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

Conduct local employee engagement 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 250 strong Group leadership team

Maintain driver turnover in UK Bus below 15%

Reduce workplace absenteeism in the UK by 5%

Achieved

Improvement 
but below 
target

Not  
achieved

Progress 
towards  
long term  
target

Key achievements

How are we doing?



First Transit

UK Rail

During the year First Transit asked its employees for feedback as part of a refresh process 
aimed at clearly differentiating the brand from the competition. 1,800 employees took part in 
the survey which examined current perceptions of the First Transit brand and how it distinguishes itself. 
As part of this work a further survey has been conducted to determine employees’ preferred forms of 
communication. The information provided in these surveys will have an important influence on the future 
development and communication of the brand.

In our UK Rail division, our employees complete annual employee engagement surveys. 
This year we secured a 73% response rate and improved scores for all categories. In general, 
engagement within the division is eight points higher than in 2010. The company direction, goals and 
values category shows the greatest improvement since 2011. Areas for ongoing improvement are my 
manager, our management and customer service.

Employee engagement
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Engaged employees are fundamental to our success. Over recent 
years we have focused on driving the cultural change necessary 
for the future development of the Company. In Greyhound, First 
Student and UK Bus, major transformation programmes have 
been driven by the challenges of the economic downturn and 
the need to strengthen the business for the future. Employee 
commitment and involvement has been essential to the success  
of these processes. 

Our top 250 leaders across the Group met collectively during the year to share best 
practices and ideas from all our divisions and to discuss the Group’s strategy, vision 
and values. This was supported by training and leadership development courses 
which focused on the challenges and opportunities within each division.

In our UK Bus division, for example, all operating company directors and senior 
managers attended a three day leadership training course setting out the division’s 
challenges and exploring how the leadership teams need to address them through 
collaboration. In our UK Rail division many of our train operating companies have 
revised their management learning and development programmes.

In Greyhound we have promoted our vision and values to all employees through 
executive roadshows (face to face meetings where senior executives and employees 
share information and give feedback). We have also introduced a Supervisor 
Certification programme to provide managers with formal management skills 
development.

Throughout the Company we have focused on improving employee engagement by 
increasing manager visibility, better communication (both on a one to one basis and 
through employee newsletters, bulletins and posters) and by engaging employees 
more actively in the management of the Company. 

The effectiveness of the cultural changes taking place in the business is being 
continually assessed using local employee engagement surveys and group or  
one to one feedback. We intend to survey Group-wide employee engagement  
in 2013/14 to measure progress made since our initial survey in 2010. 

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.
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Managing change

In First Student, the UK Bus division and Greyhound, cultural change has 
been pivotal to the success of our transformation programmes. Furthermore, 
employee feedback has been vital in improving the processes and systems 
which generate greater efficiency and improved customer service. 

The most recent First Student survey shows that a remarkable 99% of 
employees are committed to the cultural transformation. In our UK Bus division 
(currently in the earlier stages of progress) initial feedback suggests employees 
are starting to respond positively to the changes taking place. 

The refocus of our UK Bus division on areas with highest growth potential 
has also presented some challenges. The sale of a number of our operations 
has led to the transfer of employees to the new owners. Throughout we have 
initiated open communication with affected employees as early as possible 
and we offered a dedicated email address and a confidential hotline enabling 
employees to raise their issues or concerns. Where large scale redundancy has 
been necessary at three of our depots, we have supplemented the statutory 
consultation processes to give affected employees one to one help in finding 
alternative employment either within the Group or elsewhere. For example at our 
Dalkeith and Musselburgh depots we were able to offer 26% of employees the 
opportunity to transfer to new jobs within FirstGroup.

Employee representation

Our Corporate Responsibility Policy 
clearly sets out our commitment 
to freedom of association and the 
involvement of our employees in the 
management of the business. Across 
the Group we have regular dialogue 
with representatives from trade unions. 
In the UK in particular we have worked 
with them on a number of joint projects 
such as workplace learning, credit 
unions, national policies on assaults, 
drugs and alcohol and restructuring  
the Group pension scheme. 

First Student

UK Bus

The most recent employee survey by First Student to assess employees’ responses to the 
transformation programme has shown that 99% are committed to the cultural transformation  
– an increase of 8% over last year. 
• 95% recognise First Student faces continued challenges
• 97% believe we are fundamentally changing the way we operate
• 94% are proud to work for First Student and would recommend First Student to their friends and family

Local employee engagement surveys at 16 UK Bus depots show that the transformation 
programme is starting to have an impact on employees’ perceptions of the Company.  
30% of respondents believed the Company had changed for the better over the past six months 
compared to 9% in the 2010 survey.

Learning from the Olympic Games experience 

Our UK Bus contract with the Olympic Delivery Authority to provide 
spectator transport for the Olympic Games proved an important opportunity 
to learn about what motivates our employees. The successful delivery of 
the contract is testament to the high levels of engagement of the 1,800 
employees who volunteered to help deliver the contract. Employee 
feedback indicated the key success factors were effective training, 
personalised communication and the camaraderie which developed around 
the Games. We are now using the lessons from our Olympic experience to 
develop the ongoing cultural change programme in our UK Bus division.  
This includes improved opportunity for two way communication with greater 
use of online facilities, more time allocated for face to face discussion and  
a review of training provision.

Most of our UK operating companies 
have an Employee Director on their 
boards or sometimes an elected 
Company Council. This principle extends 
to the Group’s Board where one member 
is a peer-elected Employee Director 
who represents employees across the 
Group. Mick Barker, a train driver for First 
Capital Connect, has held that position 
since January 2012 and has a say on 
all matters affecting the direction and 
governance of the Group.



This year 17 women took part in the 
Women 1st Step Up programme in 
the UK run by the sector skills council, 
People 1st, designed to help women 
develop their leadership skills. In the 
coming year a number of our senior 
female managers will also attend a  
new programme, Step to the Top, 
designed for senior women moving  
to Board positions.

Learning and development
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Lifelong learning

In the UK, lifelong learning remains a core part of our learning provision. All our UK 
Bus employees can access lifelong learning programmes online and 85% also have 
access through local learning centres. We are committed to prioritising opportunities 
for employees to develop their numeracy and literacy skills. At any one time, around 
1,000 employees are taking advantage of our learning tools which support their 
work towards national numeracy and literacy standards.

Diversity and inclusion

We are an equal opportunities employer, committed to increasing diversity 
throughout our workforce. We recognise the underrepresentation of women in  
our UK divisions and in the Boardroom. Our succession planning programme aims 
to improve the diversity of representation in our senior management positions.  
Our aspiration is that by 2015, at least 20% of Board positions are held by women. 
Currently, no Board members are women. Currently, 17% of the Group-wide 
leadership team are female but women are less well represented in our divisional 
board structures. The underrepresentation of women across the whole industry 
is well recognised and is a focus for the sector skills council, People 1st. We are 
actively involved with Women 1st Step Up programme, the skills sector programme 
which helps female junior managers to develop the skills required to become senior 
managers and Board members. We are also involved with the Women in Rail 
initiative which aims to attract more women to the rail industry.

We know that customer service, employee loyalty and retention are all dependent on ensuring that 
our employees have the right skills and training to do their jobs. We continue to provide access to 
learning and development programmes for our employees across the Company. 

Ongoing training needs are identified in performance discussions and appraisals. 
In response to our employee and customer survey results we have concentrated 
in particular on improving customer service and leadership training. This includes 
Greyhound’s Supervisor Certification programme and the UK Bus senior manager 
training. Customer service training is now a core part of a UK Bus driver’s ongoing 
training and development, and additional customer service training modules 
have been introduced in First Transit. First ScotRail has introduced a modern 
apprenticeship programme in customer service, the first in the industry.

We have active apprenticeship and graduate programmes which attract and 
develop new talent into the business. Our comprehensive talent and succession 
planning programme operates across the business.

In partnership with Cengage Learning/Delmar, a leading provider of innovative 
teaching, learning and research solutions, First Transit recently launched a 
new online technician training programme to help assess whether an individual 
is ready for the Automotive Service Excellence (ASE) exam which certifies 
automotive professionals in vehicle service and repair. 

FirstGroup’s graduate programme was 
ranked 219 in The Guardian’s 2012 
‘UK 300’, a poll showing the 300 most 
popular graduate employers as voted for 
by students and graduates in the UK.

“The experience I gained was invaluable 
from almost every aspect of running a 
bus company to learning the ropes at 
FirstGroup’s Rail division. The scheme 
has undoubtedly helped me and many 
of my graduate colleagues secure 
senior positions within First.”
Duncan Cameron, Director & General 
Manager at First Aberdeen.

Apprentice Mechanic Peter Christie scooped 
the Company Apprentice of the Year Award. 
He joined the programme in 2010 having 
worked as a Cleaner for FirstGroup for the 
preceding two years.



Group-wide safety performance

Lost Time Injuries  
per 1,000 employees*

All employee injuries  
per 1,000 employees*
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09
/1

0

09
/1

0

09
/1

0

11
.6

44
.4

2.
4

10
.8

42
.1

2.
6

8.
8

37
.9

3.
0

8.
5

33
.8

2.
1

10
/1

1

10
/1

1

10
/1

1

11
/1

2

11
/1

2

11
/1

2

12
/1

3

12
/1

3

12
/1

3

 
UK Bus

 
UK Rail

09
/1

0
3.

5

3.
3

3.
3

3.
6

10
/1

1

11
/1

2

12
/1

3

09
/1

0
4.

3

4.
0

3.
7 3.

8

10
/1

1

11
/1

2

12
/1

3

Sickness rates  
(% expressed as a moving annual average)

Injury prevention
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Health and wellbeing

In response to feedback from employees we have improved and extended our 
health and wellbeing programmes. All UK and North America employees are 
now covered by an Employee Assistance Programme offering personal, health 
and financial advice as well as access to free counselling services. Our needs 
assessment shows that musculoskeletal disorders (MSD), personal health and 
stress all affect our employees. 

In the UK we partner with Change4Life and various health charities (e.g. Diabetes 
UK and Macmillan Cancer Support, our charity partner) to deliver wellbeing 
campaigns. Over the past year our campaigns have included smoking cessation, 
cancer awareness, diabetes, family fitness and healthy eating. We also offer free 
health checks for all employees via our health provider website, where employees 
can tailor a wellness plan for themselves and their families. All employees have 
access to a confidential hotline offering support on a variety of issues. 

Our sickness rates have slightly increased this year due in part to increases in the 
frequency and severity of seasonal sickness which may have been exacerbated by 
the cold winter. Despite this we believe our wellness programme will contribute to 
long term improvements in employee health and we will continue to create more 
opportunities for employee involvement in the programme.

30%
reduction in 
assaults on 
employees

3%
reduction in Lost 
Time Injuries

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.’

We continually review and refine our safety processes in response to safety 
statistics. We use our Injury Prevention process to reinforce safety messages to 
our employees, encouraging them to view safe behaviour as a way of life. All our 
employees attend regular safety briefings. Information on accidents, incidents and 
lessons learned are shared across the Group. We recognise the contributions of  
our employees and divisions to our safety programme through our annual Safety 
and Environmental Awards.

Our employee injury rate continues to reduce. All employee injuries have reduced  
in line with our target, although our 3% reduction in Lost Time Injuries is below 
target. There has been a significant reduction in the number of physical assaults  
on our employees in all our divisions aided by the increased awareness, training  
and resources allocated to CCTV and security.

  In First Student all  
  part-time employees  
  are counted as  
  full-time equivalent

** Assaults are  
  personal injury  
  incidents recorded  
  by employees

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 employees.

  * Excludes  
   assaults,  
   shock and  
   trauma

Musculoskeletal disorders (MSD) have 
been a focus of our 2013 wellbeing 
campaign. We are collaborating with 
our occupational health teams at a 
local level to increase awareness of 
MSD and provide guidance on back 
care through our Backsafe campaign 
and complementary personal health 
campaigns (such as weight loss 
activities). We also work with line 
managers to understand the causes of 
MSD so they can intervene and reduce 
the number of associated absences.

Greyhound launches new 
wellbeing programme 

In partnership with Compass 
Professional Health, Greyhound has 
embarked upon a new Destination 
Wellness programme that aims to 
provide employees with the best 
options available for their health 
concerns. This includes general 
health, musculoskeletal care and 
smoking cessation programmes.



Engaging 
with local 
communities

In addition to our core role as transport provider we seek to work with the local 
communities in which we operate to support broader community initiatives.  
We also engage with a charity partner in both the UK and North America, 
supporting their fundraising efforts and creating opportunities for our employees 
to engage in charitable initiatives.

£420,000 $108,000£1.36m
donated to Macmillan Cancer 
Support, our new charity partner 
in the UK, in cash and kind since 
June 2012. 

donated to our North America 
charity partner, The Children’s 
Miracle Network, in the past  
12 months.

our community contribution 
(excluding management costs) 
as measured by London 
Benchmarking Group (LBG).

20

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

Measure the impact of our programme with Macmillan Cancer Support

Achieved

Improvement 
but below 
target

Not  
achieved

Progress 
towards  
long term  
target

Key achievements

How are we doing?



Partnerships with local communities
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Despite the scale and diversity of our Company, our operations are 
locally focused. We value the relationships with the communities 
in which we work. As well as providing public transport we look  
to widen our community support through local partnerships.

Our community strategy concentrates on supporting community programmes  
that address social issues affecting the community and our business. 
• In a number of areas we work with local police forces and the British Transport  
 Police to reduce anti-social behaviour.
• We have a number of partnerships aiming to improve community safety.  
 In First Student we are also working proactively with schools and communities  
 to reduce bullying.
• As a major employer, we work not only with local employment agencies but also  
 with a number of organisations helping to return people with particular challenges  
 to work.
• In First Transit we have joined the US Army’s Partnership for Youth Success  
 Programme which assists returning or retiring soldiers in finding work. First  
 Student teams up with Experience Works to help older adults get the training  
 they need to find a job.
• When national disasters occur we assist with evacuation and rescue. We are  
 exploring ways of strengthening our partnerships to improve these procedures.

The Greyhound Helping Hounds 

programme offers employees the 

opportunity to volunteer within their local 

communities. During 2012 employees 

gave 3,820 hours of volunteer time to 

support local charitable organisations.

As part of a Greener Journeys initiative, Jobcentre Plus travel discount card holders were able to travel free for the month of January 2013 on over 90% of local bus services across England, Scotland and Wales including those operated by First. Over 12,000 people benefited from the initiative.

We regularly donate transport services to charitable or community events. Examples this year include donation by First Student of transport for a memorial to honour fallen firefighters of America  in St Paul, Minnesota.

Our UK Bus employees have supported 

local charities by raising just under 

£100,000 through employee organised 

fundraising events and payroll giving.  

Missiles thrown at buses create problems in a number of our UK Bus networks.  

We are developing local partnerships to find out how we can effectively engage  

with communities to combat this behaviour. Current programmes such as those  

with schools and community groups are being evaluated to determine best practice 

which will inform future strategy. 

First ScotRail has become the 
first UK train operator to ban 
drinking or displaying alcohol 
on its trains between 9pm-
10am. We have introduced 
tougher rules on turning 
away people deemed too 
intoxicated to travel. There 
are now fewer alcohol related 
incidents and slips, trips and 
falls have reduced by 10%. 

Our UK Rail division is 
involved in a number 
of Community Rail 
Partnerships that revive 
disused and neglected 
suburban and rural 
branch lines and 
connect communities 

to high speed networks. The success of these partnerships is 

illustrated by the growth of the seven community rail lines which 

saw passenger journeys rise by 4.7% over the last year, raising 

passenger numbers by up to 147% since 2006.

According to the American Medical 
Association more than 3.2 million young 
people each year are victims of bullying. 
First Student was proud to be able to 
act as the official transportation sponsor 
for the Bully Project, an education 
programme for children aimed at 
showing the film to one million children.

Examples of community partnerships



This year our employees in the UK selected Macmillan Cancer 

Support as our new charity partner. 

Our partnership aims to engage employees with a cause which 

is relevant to their lives and local communities, and provides 

information and support for those whose lives are affected  

by cancer. 

Our employees raised over £10,000 in one day for the charity’s 

World’s Biggest Coffee Morning event. We also donated 

£300,000 of bus advertising space to support Macmillan’s  

Not Alone campaign. 

£420,000 
has been donated in  
cash and kind since  
June 2012.

Macmillan Cancer Support

Home Free and  
United Negro College Fund

The Outward Bound Trust
Children’s Miracle Network
In North America, our chosen charity, Children’s Miracle 

Network, is dedicated to saving and improving the lives of 

children by raising funds for children’s hospitals. Our employees 

engage in many innovative fundraising activities to raise vital 

funds for the charity. 

During the past  
12 months we 
have raised

$108,000

Greyhound has a long term relationship with Home Free,  

a programme offering runaway youths a free ticket home.  

They also provide $15,000 a year to support the United  

Negro College Fund.

We are a patron member of the Outward Bound Trust; this year we helped 116 young people from our operational areas to 
develop their confidence and skills through participation in  
an outdoor learning course.

Save the Children
Our continuing relationship with Save the  
Children supports some of the poorest families  
in the UK. This year we helped fund an innovative  
programme, Eat, Sleep, Learn, Play!, delivering material grants 
such as a child’s bed or toys to meet the immediate needs of the 
poorest children in our communities. We also provided £90,000 
worth of bus advertising space in the UK in support of the 
charity’s national food and hunger campaign in early 2013. 

Charitable giving
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Our charity partners in both the UK and North America are central to our fundraising activities 
and open up opportunities for involvement in community activities to every employee. In addition 
employees across our business fundraise for their own local causes. In the UK they can seek 
funding support for these initiatives through our Charity and Sponsorship Committee.

Charity partnerships

Measuring the impact of our investment

We use the London Benchmarking Group measurement model to assess the value and impact of community investment to our business and 
society, taking account of cash, time and in-kind donations, as well as management time. Our key achievements from working with our charity 
partners are summarised below:

Macmillan Cancer Support 
Our cash donations funded approximately 252 
Macmillan grants, giving adults, young people 
or children with cancer one-off payments which 
help to cover the costs of various practical 
needs. Our donated bus advertising space 
generated additional funds for the charity.

Save the Children 
Supporting the charity’s Eat, Sleep,  
Learn, Play! programme we have delivered 
over 148 crisis grants across the Rochdale 
and Manchester areas, improving the home 
environment for 340 children.

The Outward Bound Trust  
Funded by FirstGroup, two schools 
participated in bespoke Outward Bound 
programmes designed to meet their specific 
needs. With each new programme designed, 
Outward Bound increased its knowledge and 
experience, deepened its client relationships 
and raised its profile in the schools.



Setting the highest standards
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Delivering sustainable travel solutions
Reduce carbon emissions in line with our Climate Change Strategy

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

Reduce energy usage by 0.5% in the UK and 2% in top 100 properties in North America

Increase 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

Putting our customers at the heart of everything we do
Reduce passenger injury rate by 12%

Reduce vehicle collision rate by 9%

Reduce SPAD (Signals Passed at Danger) rate by 11%

Reduce incidents of sleeping children in First Student by 25%

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 89%

Maintain on time performance in First Transit above 95%

Valuing and developing our people
Reduce employee injury rate by 8%

Reduce Lost Time Injury rate by 8%

Provide regular opportunities for employees to feed back on key work issues and to measure 
employee engagement

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

Provide advice that allows employees to improve their wellbeing at work

Establish an action plan to progress towards our goal of building and sustaining a workforce  
that is broadly representative of the communities we serve

Maintain driver turnover in UK Bus below 15%

Reduce workplace absenteeism in the UK by 5%

Engaging with local communities 
Raise £100,000 by the end of December 2013 for our UK partner, Macmillan Cancer Support,  
through employee and customer fundraising

Achieve Bronze Payroll Giving Quality Mark in the UK

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

2013/14 objectives and targets



ERM CVS has provided assurance over FirstGroup’s  
stated alignment to the AA1000 AccountAbility Principles  
and selected 2012/13 Performance Indicators. The full 
assurance statement with details on the work undertaken,  
the engagement limitations, and our observations, is found  
on the FirstGroup website: www.firstgroup.com/corporate/cr. 
The assurance conclusion is summarised below.

Our brief
ERM Certification and Verification Services (ERM CVS) 
was commissioned by FirstGroup plc (“FirstGroup”) to 
provide assurance on selected information presented in its 
“2013 Corporate Responsibility Report” (“the Report”) and 
associated web pages as follows:

A: AA1000 AccountAbility Principles: FirstGroup’s 
statement regarding its status of alignment against the 
AA1000 AccountAbility Principles of Inclusivity, Materiality  
and Responsiveness as presented in the Materiality/
Assurance section of the online report; and

B: Selected 2012/13 Performance Indicators (KPIs)  
as follows: 

Safety (employees and customers)
• Passenger injuries per million vehicle miles
• Vehicle collisions per million vehicle miles (excludes rail) 
• Signals Passed at Danger (SPADs) (Cat A) per million  
  rail miles 
• Lost Time Injuries (over 1 day) per 1,000 employees
• Assaults on employees per 1,000 employees
Environment
• Carbon emissions from vehicles:
  • Emissions from the North American fleets  
   (grammes of CO2e per vehicle km)
  • Emissions from UK Bus and UK Rail diesel fleet  
   (grammes CO2e per passenger km)
• Carbon emissions from buildings:
  • Total carbon emissions from combined gas and  
   electricity usage for the UK (tonnes of CO2e)
  • Energy usage from the top 100 sites in North  
   America (tonnes of CO2e)
• Emissions from business travel (flights only) (tonnes CO2e)
• 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 assurance conclusions
Based on the work undertaken, we conclude that:
A: Nothing came to our attention to suggest that, in all 
material respects, FirstGroup’s statement regarding its status 
of alignment against the AA1000 AccountAbility Principles of 
Inclusivity, Materiality and Responsiveness as presented in the 
Materiality/Assurance section of the online report is misstated; 
and
B: Nothing came to our attention to suggest that, in all 
material respects; the selected 2012/13 KPIs are misstated. 

Key observations
Based on our work set out below and without affecting our 
conclusions, our key observations are:

In relation to the Inclusivity Principle
• As presented in the Report, FirstGroup continues to engage  
 with a wide range of stakeholders in the UK and North  
 America, particularly at operating company and local site  
 levels. 
• Looking forward, greater integration of the issues arising  
 from this engagement would enhance FirstGroup’s CR  
 team’s decision-making and reporting processes.

In relation to the Materiality Principle
• Based on our work, ERM CVS considers that material issues  
 are appropriately identified and reported on for the purposes  
 of this year’s report, and notes that FirstGroup is working  
 to improve the integration of business risk assessment and  
 materiality processes, 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
• FirstGroup has embedded the company vision and values  
 in this year’s report and it is evident that these are now being  
 used to articulate its approach to CR at an operating  
 company level, particularly in the North American operations.
• ERM CVS notes that although improvements have been  
 made a number of targets have not been fully met. It is  
 important for FirstGroup to understand fully why these have 
 not been achieved and strengthen its efforts in these areas.

Our approach
We performed our work in accordance with the AccountAbility 
AA1000 Assurance Standard (AS) 2008 Type 2 requirements. 
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 the corporate level and at a selection  
of operating locations.

 
 

 
June 2013
ERM Certification and Verification Services, London
www.ermcvs.com / Email: post@ermcvs.com

Independent assurance statement
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The work that ERM CVS, a member of the ERM group, conducts for clients is solely 
related to independent sustainability assurance activities and training programmes 
related to auditing techniques and approaches. Our processes ensure that the work 
we undertake with clients is free from bias and conflict of interest. ERM CVS and 
the staff that have undertaken this work provide no consultancy related services to 
FirstGroup in any respect.



Performance summary

Delivering sustainable travel solutions
Total carbon emissions (tonnes CO2e) 3,062,410 3,113,882 3,046,864 5

Carbon emissions per million £ revenue (tonnes CO2e) 476 466 442 5

Energy usage UK (kWh) 222,007,049  197,538,259 229,591,367 6

Energy usage top 100 properties North America (kWh) 48,094,487 47,702,062 47,176,007  6

Water usage UK (m3) 975,465 899,841 851,837 See website for details

Water usage North America (m3) 996,785 994,103 1,010,493 See website for details

Waste recycling rate UK (%) 39.7 45.4 54.5 See website for details

Waste recycling rate North America (%) 6.68 17.87 22.88 See website for details

Air emissions UK (tonnes)* 13,924 13,645 13,579 See website for details

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

Putting our customers at the heart of everything we do
Customer satisfaction rate UK Bus (%) 81 82 82 12

Customer satisfaction rate First Transit (%) 85 88.8 85.3 12

Customer satisfaction rate First Student (%) 81.6 82.7 83.4 12

Punctuality UK Bus (%) 91.3 92.2 92.2 13

On time performance First Transit (%) 96.4 96.3 95.7 13

On time performance Greyhound (%) 85.5 87.8 91.4 13

PPM performance First Capital Connect* 84.9 90.0 88.3 13

PPM performance First Great Western* 90.3 90.6 89.1 13

PPM performance First ScotRail* 90.1 90.7 93.0 13

PPM performance First TransPennine Express* 91.1 93.3 91.7 13

PPM performance First Hull Trains* 82.2 81.7 81.8 13

Passenger injuries per million vehicle miles 4.35 4.17 3.71 14

Vehicle collisions per million vehicle miles (excludes rail) 18.8 16.5 16.2 14

SPADs (Cat A/million rail miles) 0.68 0.70 0.46 14

* (%) Expressed as a moving annual average. 

UK Rail customer satisfaction rates detailed on page 12.

Valuing and developing our people
Lost Time Injury rate per 1,000 employees 10.8 8.8 8.5 19

Employee injury rate per 1,000 employees 42.1 37.9 33.8 19

Assaults on employees per 1,000 employees 2.6 3.0 2.1 19

Sickness rate UK Bus (% moving annual average) 3.3 3.5 3.6 19

Sickness rate UK Rail (% moving annual average) 4.0 3.7 3.8 19

Annual average turnover UK Bus drivers (%) 15.2 13.4 13.3 See website for details

Female employees Group Function (%) 39 40.55 40.94 See website for details

Female employees UK Bus (%) 9.2 8.5 8.76 See website for details

Female employees Rail (%) 18 18.8 19.2 See website for details

Female employees North America (%) 52 49.5 49.54 See website for details

Engaging with local communities 
Community contribution as measured by LBG (£) 2,451,775 1,648,591 1,364,198 20

    Relevant page  
 10/11 11/12 12/13 in report



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

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.firstgroup.com


