
Overview

Going forward we will continue 
to focus on improving safety, 
customer service and employee 
engagement across the business. 
We plan to assess our progress 
with a Group-wide survey of 
employee engagement later  
in 2010. 

We will continue to seek 
partnership and collaboration 
with the major market players 
and different levels of government 
in accordance with the delivery 
of more sustainable transport 
systems.
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Highlights 2009/10 
• This year we have continued to improve our safety performance in relation  
 to all our key performance indicators. Across the Group we have reduced  
 our Lost Time Injury rate by 18% and our passenger injury rate by 9%.

• Despite the winter’s severe weather conditions, which affected performance  
 in many areas, we are delivering long-term improvements in our  
 punctuality and reliability across most services. 

• Following our 2008 UK employee engagement surveys we have continued  
 to seek feedback on making our company a better place to work.  
 We have used a combination of follow-up surveys, focus groups and touch  
 point surveys. 

• In response to employee feedback we have revised our management  
 training programmes and are creating ways of promoting better   
 employee engagement at local level. 

• In the UK we continue to lead the industry in providing lifelong learning  
 and Skills for Life programmes for our employees. 85% of our UK Bus  
 employees have access to learning centres.

• In our UK Bus division we have introduced skills assessment programmes,  
 which provide employees with learning tools to achieve national adult  
 numeracy and literacy tests. This year 632 employees have achieved  
 their Level 2 in adult numeracy or literacy. 

• Since the introduction of our carbon reduction programme in 2006 we 
 have reduced our carbon dioxide emissions per kilometre in the  
 UK Rail division by 6%. In the UK Bus division we reduced our carbon  
 dioxide emissions by 1.5% per kilometre in the last two years. We have  
 started to monitor emissions per kilometre in North America.  

• In both the UK and North America we are finding ways to improve our  
 vehicles’ fuel efficiency. We have fitted all our UK buses with driver  
 advisory systems to help drivers drive more safely and fuel-efficiently.  
 We are the first train operator to introduce equivalent systems in rail. In North  
 America we have conducted extensive trials to establish what engine  
 modifications will improve efficiency. 

• We are trialling new technology including hybrid, hydrogen and electric  
 vehicles in our bus fleet. 

• Energy usage from buildings has reduced by 4.3% in UK Bus and  
 2.3% in UK Rail. During the last 12 months we have improved our waste  
 recycling levels in the UK by 7%. In North America we now have baseline  
 energy usage data for the majority of our properties (those we own or where  
 we pay for energy) and we have centralised our waste management contract  
 through which we will obtain waste data in the coming year. 

• This year our Group-wide contribution to local communities totals  
 £1,847,807 as measured by the London Benchmarking Group.

• In the UK we led the establishment of Greener Journeys, a collaborative  
 initiative involving the major UK bus and coach operators. Through Greener  
 Journeys we campaign for policy measures that facilitate better public  
 transport systems and promote bus and coach travel. 

FirstGroup won the Rail Business  
of the Year Award at the 2009 Rail 
Business Awards.

First Great Western won Train  
Operator of the Year at the 2009  
Rail Business Awards. 

First in Glasgow was named Public 
Transport Operator of the Year at the 
2009 Scottish Transport Awards. 
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