
Key performance indicators

First Student and First Transit contract retention
(%)

Group revenue
(£m)

Greyhound, First Bus and First Rail change in like‑for‑like revenue
(% change year-on-year)

We measure contract retention as a percentage by 
revenues of all the contracts subject to bid in the 
year (rather than as a percentage of the contract 
portfolio as a whole). In First Student and First 
Transit we typically expect contract retention levels 
of around 90%.

In First Student, our contract retention rate during 
the 2015 bid season was 86%, towards the 
upper end of our expectations this year, given our 
focus on improving contract returns, which yielded 
an average price increase of 5.3%. In First Transit, 
our contract retention rate was 90% in the year. 

Changes in the First Rail franchise portfolio resulted 
in reported Group revenue decreasing by 13.8% in 
the year. Excluding the rail portfolio changes, 
underlying revenue decreased by 0.3%.

Like-for-like revenue adjusts for changes in the 
composition of the divisional portfolio, holiday 
timing, severe weather and other factors that distort 
the year-on-year trends in our passenger revenue 
businesses.

Greyhound like-for-like revenue decreased by 4.9%, 
reflecting the more difficult passenger demand 
environment experienced across the coach industry 
since fuel prices fell sharply at the end of 2014. 

First Bus like-for-like revenue increased by 0.3%, 
with revenues adversely affected by weakening 
concessionary revenues experienced across the 
industry and lower passenger volumes driven by 
lower high street retail footfall, exceptionally wet 
weather, flooding and congestion in a number of  
our markets.

First Rail like-for-like revenue growth of 6.3% 
continued to benefit from growth in passenger 
volumes, although we experienced some slowing 
in passenger demand growth following the terror 
attacks in Paris and Brussels and in areas affected 
by flooding over the winter. 
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  Focused and disciplined bidding in our contract businesses

  Driving growth through attractive commercial propositions 
in our passenger revenue businesses

FirstGroup Annual Report and Accounts 201632



Punctuality
Greyhound on time performance*

(%)

Safety
Employee lost time injuries
(per 1,000 employees per year)

Financial performance
Adjusted operating profit
(£m)

First Rail Public Performance Measure (PPM)
(% moving annual average)

First Bus punctuality
(%)

Passenger injury rate
(per million miles)

Adjusted EPS
(p)

Greyhound’s on time performance improved during 
2015/16 as we continue to see benefits from new 
procedures. This performance measure has been 
updated so that it now reflects the percentage of 
services leaving within ten minutes of scheduled 
departure from origin, rather than 15 minutes.

Our First Bus punctuality measure (percentage 
of services no more than one minute early or five 
minutes late) has been affected by roadworks in 
a number of the areas in which we operate. We 
continue to work with local authorities on these 
temporary issues. Exceptionally wet weather and 
flooding during the winter period also impaired 
services in some of our markets.

Our First Rail PPM scores of punctuality and 
reliability suffered from operational challenges 
during the winter period, including a number of 
severe weather-related incidents which particularly 
affected TPE services. GWR’s moving annual 
PPM score was above the industry average for the 
year although we continue to focus on improving 
this further.

Our lost time injury rate reduced last year by 2% 
to 8.11 incidents per 1,000 employees. There were 
reductions in the number of incidents in all divisions 
except First Transit and this remains an ongoing 
focus area for our teams.

Passenger injuries per million miles reduced by 5%. 
These reductions have been seen in all divisions 
except Greyhound, who saw an increase in 
incidents from their previous excellent performance. 
This year we introduced our Be Safe programme, 
which builds on our strong safety foundations and 
reinvigorates our safety performance – transforming 
our safety culture through behavioural science.

Adjusted operating profit and adjusted EPS highlight 
the recurring financial results of the Group before 
amortisation charges and certain other items (as 
set out in note 4 to the financial statements) which 
distort year-on-year comparisons.

Adjusted operating profit decreased by 1.0% 
and adjusted EPS increased by 5.1%, reflecting an 
improved financial performance in First Bus and the 
continuing First Rail operations, as well as the 
change in basis of estimate for accounting for First 
Rail pensions, partially offset by a reduced 
contribution from Greyhound and from First Student 
due to fewer operating days and higher driver 
shortage-related costs.
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* Earlier data not available due to change in methodology.

Historical data has been recalculated to exclude the First ScotRail and First Capital Connect rail franchises 
no longer operated by FirstGroup. 

  Continuous improvement in operating and financial performance
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Key performance indicators
continued

Employee engagement
Your Voice employee engagement score (UK)*
(%)

Average fleet age 
(Years)

Group ROCE
(%)

Customer and passenger satisfaction
First Student
(Average rating out of ten)

First Transit
(Average rating out of ten)

Having an engaged workforce, motivated to give 
great service to our customers, is critical to our 
success. Engaged employees are proud of the 
company they work for and are inspired to go the 
extra mile to deliver outstanding results.

In 2015/16 our UK employee engagement score in 
our ‘Your Voice’ survey was 66%, a nine percentage 
point increase from our first survey in 2010/11, but 
a slight decline against last year. Such a result is not 
unusual in organisations going through major 
change, but our divisions are responding to this 
feedback from our people.

To read more about our approach to employee 
engagement, see page 20.

In First Student our average fleet age reduced 
slightly to 7.3 years, with continued investment 
and our decision to retire a number of older excess 
buses from the fleet.

The vast majority of Greyhound’s active fleet is either 
new or has been extensively refurbished in recent 
years – such that while the reported age is 10.5 
years, the effective average age is 9.2 years. In light 
of market conditions, Greyhound opted not to 
acquire additional vehicles during the year.

Having increased with the disposal of our London 
operations in 2013/14, the First Bus average fleet 
age continues to reduce, reflecting our focus on 
fleet renewal.

Reported return on capital employed (ROCE) is 
calculated by dividing adjusted operating profit 
after tax by net assets excluding debt items.

Group ROCE was 7.2% in 2016, reflecting 
comparable adjusted operating profit and an 
increase in capital employed as translated at 
year-end currency rates. ROCE was 7.4% at 
constant exchange rates in the prior year. However, 
after adjusting for the changes in First Rail franchise 
portfolio, lower number of First Student operating 
days and the change in the basis of estimate for 
accounting for First Rail pensions, ROCE would 
have increased by 60 basis points.

Both First Student and First Transit continue 
to demonstrate a high level of overall customer 
satisfaction. The First Transit ratings now include 
First Vehicle Services scores.

As well as strong overall satisfaction scores, 
both divisions continue to be rated highly in other 
key metrics, such as likelihood to recommend, 
commitment to safety and satisfaction with 
local teams.
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2016 7.2%
7.8%2015
8.2%2014

7.0%
10.5%
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2016 8.38
8.382015

8.362014
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2016 8.64
8.722015
8.772014
8.65
8.88

2013
2012

*Engagement surveys for our North American businesses will take place during 2016.

  Prudent investment in our key assets (fleets, systems and people)

  Maintain responsible partnerships with our customers and communities
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Total FirstGroup community investment
(£m measured using the LBG model)

Environment
Greenhouse gas emissions
(Tonnes of carbon dioxide equivalent per £1m of revenue)

This year we contributed £1.42m to the 
communities we serve across the UK and North 
America, as measured by the LBG model. This 
includes cash contributions made directly by the 
Group, time (volunteering), in-kind support (such as 
travel tickets) and leverage (including contributions 
from other sources such as employees, customers 
and suppliers).

Our emissions are calculated in line with 
the requirements of the WRI/WBCSD GHG Protocol. 
We report our emissions from all activities for 
which we are responsible across our operations 
expressed in tonnes of carbon dioxide equivalent 
(CO2e), normalised per £1m revenue. 

In 2015/16, our normalised emissions decreased 
by 4.8% against 2014/15 levels. The longer 
term trend shows a 2.1% reduction against our 
2010/11 baseline.

2016 1.42
1.702015

1.902014
1.972013

Cash Time In-kind Leverage

2016 462
4852015

4672014
451
462

2013
2012

Customer and passenger satisfaction continued
Greyhound
(% of passengers who would recommend  
our services)

‘Traditional’ Greyhound

First Rail
(% satisfied with their journey overall)

First Bus
(% very or fairly satisfied) 

Overall satisfaction

Satisfaction with our Greyhound businesses 
remained high in 2015/16, particularly on our 
Greyhound Express and BoltBus services, with a 
majority of passengers across Greyhound stating 
that they would recommend our services to others. 

In First Bus, overall satisfaction remains high but we 
are seeing worsening congestion across many of 
the towns and cities we serve, which is impacting 
punctuality and slowing our buses down. The 
effects of this are clearly shown in these results. We 
anticipate our roll out of additional customer benefits 
such as smart ticketing and real time information, 
investment in new vehicles and continued focus 
on ever more punctual and reliable services to 
have an impact on these metrics in the future.

The latest results of the independent Transport 
Focus National Rail Passenger Survey of customer 
satisfaction, conducted in Autumn 2015, showed 
that all of FirstGroup’s train operating companies 
scored the national average of 83% or higher. 
Hull Trains topped the table with their highest ever 
satisfaction score at 97%, ten points higher than the 
average of long distance operators. The operator 
also scored an unprecedented 100% satisfaction 
on its weekend services and topped the satisfaction 
league for punctuality and reliability. GWR increased 
its year-on-year measure for overall satisfaction by 
three points to 84%, its highest score since the 
National Rail Passenger Survey began in 1999. 
TPE scored 83%, up from 82% year-on-year.
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Great Western Railway
TransPennine Express
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2016 84%
86%2015
86%2014

81%2013

2016 59%
65%2015

58%2014
48%2013

2016 70%
73%2015
74%2014

63%2013

Greyhound Express

Greyhound – BoltBus

Satisfaction with value for money

Satisfaction with punctuality

Historical data has been recalculated to exclude the First ScotRail and First Capital Connect rail franchises 
no longer operated by FirstGroup. 
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