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This report reflects the CR strategy and
approach for the whole company. In some
circumstances data is presented just for 
our UK, Ireland and Belgium operations,
which represents 90% of the business 
by revenue and employment. Where this 
is the case it is made clear throughout 
the report.

Our field 
of business
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Against a backdrop of deteriorating economic
conditions, I have been fortunate to lead the
Ladbrokes business through a continued period
of growth. During 2008 we have diversified our
portfolio of products, expanded our international
footprint, and have been rewarded with an
increase in gross win of 11.1% (excluding high
rollers) from 2007.

Growth is very important to our shareholders 
and this is obviously the main focus of the 
business. Behaving responsibly is central to
achieving this growth and at Ladbrokes we 
take our responsibilities seriously. Responsible
business practice is part of the culture and 
fabric of the business. 

We have responsibilities to others too, not 
just our owners. There are many groups of
people, across the Company and in society as 
a whole, who have opinions and expectations
about what we should and shouldn’t do as a
betting and gaming business. Our stakeholder
engagement processes are described in this
report on pages 4 and 5.

We have used the views and experience of our
stakeholders to help formulate our CR strategy. 
We listed the important issues that we needed
to address and that’s how we came up with the
7 core pillars of our CR strategy. These are
defined in full on page 6.

We have established what we feel is good
practice in each of these seven areas, measured
our performance and, where necessary set
ourselves targets for improvement. This report
tells you how we are doing and highlights are
given on pages 2 and 3. There is more progress
in some areas than others, but you can be
assured that we are working on all seven pillars.

I have been particularly pleased with the new
GetSet… initiatives supporting staff development
and enabling greater rewards across the UK
retail business. The introduction of the customer
loyalty card OddsOn! was a first for the industry
and shows our commitment to giving something
back to our customers. We have also been
working with our suppliers to see what we can
do to improve standards in our supply chain. 

And our reach goes beyond our own business. 
We are very keen to support the work of the
Responsibility in Gambling Trust (RIGT). Together
RIGT and the Industry have implemented some
key initiatives this year, not least of which
promoting the gambleaware.co.uk website,
funding the first NHS clinic for problem gambling
in Soho, and commissioning educational aids for
schools to raise the issues of responsible and
problem gambling. With the help of all our
employees, our own charitable Trust raised over
£790,000 last year benefiting more than 250
charities across the UK. 

FTSE4Good and the Dow Jones Sustainability
Indices (DJSI) have once again recognised our
good practice in CR. We were one of only two
global betting and gaming companies in the
DJSI in 2008. We were 60th in the top 100 Most
Admired Companies and 58th in the Observer
Good Companies Guide. All of these accolades
convince me that we are on the right track. 
But the race isn’t over…

Our key areas of focus for the coming years are
to harden up on our CR objectives, setting
measurable targets where possible and ensuring
that minimum standards are achieved across 
the business. We will also extend our CR
reporting to incorporate more fully the global
nature of our activities.

I hope you enjoy reading this report and I look
forward to updating you on our developments in
a year’s time.

11 March 2009

We pride ourselves on offering
sophisticated betting and gaming 
products to a modern market. We value 
our reputation for fairness and integrity,
behaving responsibly throughout all 
our operations. We also recognise the
importance of good employee relationships
and high levels of customer satisfaction. 
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CHIEF EXECUTIVE’S INTRODUCTION

Christopher Bell 
Chief Executive



Business    

AT A GLANCE
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In the UK, Ireland, Belgium, Italy
and Spain we operate more than
2,800 betting shops and
corners (including motorway,
airport and train station locations),
52 on-site betting operations
covering most English and
Scottish Premiership football
clubs, and a number of leading
racecourses. Ladbrokes also
operates two greyhound stadia 
at Monmore and Crayford.

We deliver online betting and
gaming services to more than
725,000 customers in over 30
countries, using 13 languages
and 18 currencies. Customers

can choose from Sportsbook,
poker, casino gaming, bingo, 
slots and other games. Services
are also offered over interactive
TV, mobile and other platforms.

Ladbrokes telephone betting
serves over 100,000 customers
from call centres in London and
Liverpool, with a multi-lingual call
centre in Kuala Lumpur serving
customers in Asia.

Excluding high rollers, our 
gross win in 2008 increased 
by £114.5 million (11.1%) to
£1,143.9 million, with an operating
profit increase of £2.1 million (0.9%)
to £243.8 million.

Employees by location (%)
UK 88%
Ireland 6%
Italy 4%
Belgium 1%
Other 1%

20 countries

Revenue by business (%)
UK Retail 68%
Other European Retail 13%
eGaming 15%
Telephone Betting 2%
Other 2%

£1,143.9 million gross win

Employees by business (%)
UK Retail 80%
Other European Retail 13%
eGaming 3%
Telephone Betting 3% 
Other 1%

16,394 employees

Ladbrokes plc is a profitable,
leading-edge and innovative
company, with a history that
dates back to 1886. We have 
a unique global presence and
employ over 16,000 staff in 
20 countries worldwide.



  verview
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� 1st choice for customers
� A provider of 1st class customer

service
� A quality employer
� Innovative and cutting edge
� Trusted and a sector leader in

responsible business practice
� Internationally recognised

Values

AT A GLANCE

Highlights

Leader in corporate responsibility One of only two global betting and gaming companies in the Dow Jones Sustainability Indices. 
We scored 71% in 2008, that’s 7% up from last year.

Leading employer The British betting industry employs over 40,000 people, approximately 37% of whom work for Ladbrokes.
Our training standards are at the forefront of the industry, with £1 million spent on staff training during 2008.

Setting the standards in safety and Ladbrokes is the only national bookmaker to have a 24 x 7 central security team and 100% of 
security in the workplace shops with CCTV, Panic Alarms and Intruder Alarms.

Excellent customer satisfaction Retail customer satisfaction averages over 87% and over 840 employees got WOW! Award
Nominations from customers for excellent customer service.

Leading funder of problem Committed to voluntary funding for Research, Education and Treatment. Ladbrokes regularly 
gambling charities exceeds its fair share of contributions and this year donated over £624,000 (in cash and kind) to

problem gambling charities and related organisations. 

Contributor to the UK economy Ladbrokes pays over £45 million in local taxes to over 350 Councils and generates approximately 
£200 million per annum in taxes for the UK Treasury.

Evolving environmental efficiencies Our CO2 emissions from our UK retail and eGaming businesses were over 55,000 tonnes CO2

equivalent for 2008. This is 19% up on the equivalent figure last year and is due to increased opening
hours and additional electrical equipment in the new shop specification. We are working hard to identify
and implement environmental efficiencies.

Supporting our communities Ladbrokes in the Community Charitable Trust donated £790,000 to over 250 charities across the UK,
including £100,000 to Breast Cancer Awareness Campaign, £100,000 to Childline, £50,000 to Guide
Dogs For The Blind and £25,000 to The Samaritans.



IDENTIFYING AND ENGAGING WITH OUR STAKEHOLDERS

Our ‘stakeholders’ are all those people who have influence
over our business and the industry we work in, and in 
turn those who we influence through our operations.
Ladbrokes has a wide range of stakeholders… from our
shareholders, employees and customers through to
our regulators and academics. 
We believe that we should engage with our stakeholders and stay informed of their
opinions. This knowledge is vital to the long-term development of our business. 
We have a comprehensive programme in place to make sure that we engage at all
levels in our organisation.
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� Staff Council and other

consultative groups
� Internal briefings
� Newsletters
� ‘Speak Up’ feedback
� ‘Ideas from You’ 

suggestions

� Annual and CR Reports
� Investor roadshows
� Face to face dialogue
� SRI research
� CR Indices and 

disclosures 
� DJSI, FTSE4Good 

and CDP

� Provide local employment
� Support local communities 

through Ladbrokes in the 
Community Charitable Trust

� Founder of Citizencard
� Crimestoppers partner

� Ongoing dialogue with Gambling 
Commission, DCMS 

� Liaison programme with MPs 
and ministers

� Regular dialogue with members of 
All-Party Betting and Gaming Group

� Respond to regulatory 
consultations

� Best practice dialogue 
with regulators

� Product trial groups
� 24/7 Customer Service 
� WOW! Nominations
� Close-up magazine
� Feedback button on the

website
� Mystery Shopper

programme
� Members of 

ABB, RGA and BISL
� Lead industry forums 

on CR Issues
� Support Responsible 

Gambling Charities and Services
� Sponsor horse and greyhound racing

� Gambleaware.co.uk
� Chair of HBLB Bookmakers committee
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Key stakeholders
Primary means of stakeholder engagement



Customers
We welcome and monitor feedback from our
customers and operate a 24 hour, 7 days a week
customer service line. Our WOW! programme
allows customers to reward staff providing
excellent customer service. On a quarterly 
basis, we commission Mystery Shopper audits
to find out how good we actually are… We also
produce Close-Up magazine to provide sports
betting information for our customers and we
often trial new product ideas with our customers
pre-release.

Employees
We pride ourselves on good and effective
employee relations. We listen to our employees
and take account of their ideas and feedback.
Internal communication is through elected Staff
Council and other consultative groups, a regular
cascading briefing cycle, and newsletters such
as ‘What’s Happening’, ‘Today’ and ‘Staff
Council News’. 

Staff feedback is encouraged through the
‘Speak Up’ programme, which complements
other communications initiatives within the
business. Speak Up is organised through a
combination of ‘phone days’, where staff have
the opportunity to talk directly to senior
executives and directors, and ‘electronic
feedback’ where comments are sent directly to
Central Operations and Head Office. In addition
to ‘Speak Up’, Ladbrokes has a formal staff
suggestion scheme called ‘Ideas from You’ that
rewards employees for ideas put into practice.

Business Partners and Suppliers 
We maintain open dialogue with all our key
business partners and suppliers. We have been
working to ensure that both Ladbrokes and those
who supply us with goods and services are
working in accordance with stringent standards 
on safety, employment, staff welfare, human rights
and environment, wherever in the world they might
be based or operate.

Gambling Industry Charities and Problem
Gambling Support Groups
Ladbrokes was a founding member and is active 
in support of the work of the Responsibility 
in Gambling Trust (RIGT). Through RIGT, we 
also support GamCare, the Gordon Moody
Association (formerly Gordon House) and many
other initiatives such as the gambleaware
website. 

Local Communities, Ladbrokes in the
Community Charitable Trust (LICCT) and
other National Charities
The Ladbrokes betting shop is typically at the
heart of the communities in which we serve. We
recognise that companies and wider society
have to work together to address a host of
social and environmental challenges. To respond
to this we set up our own charitable trust, LICCT,
in 2003. It has now raised over £4.1 million for
good causes across the UK.

Ladbrokes has worked with Crimestoppers for
the last decade, the organisation which
encourages people to give anonymous
information on crime to the police.

Ladbrokes continues to support and is a board
member of Citizencard, the national proof of age
scheme for age-related products. 

Local and National Governments
It is imperative that we maintain effective
relationships with both the local authorities in 
which we operate and the national governments
in all countries where we have a presence. We
have an ongoing liaison programme with UK
MPs, the Department for Culture, Media and
Sport (DCMS) and regular dialogue with the
members of the All-Party Parliamentary Betting
and Gaming Group (APPG) to discuss issues
affecting the industry.

Regulators
Ladbrokes plays a full part in all pre-legislative
and legislative processes, submitting its
responses to consultation documents and
having open and regular communication with 
a number of ministers, MPs and the Gambling
Commission about the impact of regulation on
the betting industry. 

We have good relationships with all our
regulators and have been commended by the
Health and Safety Executive for our high
standards across the business.

The Horseracing and Greyhound Racing
Industries and Regulators
A key stakeholder for Ladbrokes is the
horseracing industry. Ladbrokes Chief Executive
Chris Bell plays a central role as Chair of the
Bookmakers Committee of the Horserace
Betting Levy Board (HBLB). We provide funding
for the improvement of horseracing through the
HBLB levy.

Ladbrokes is also a major sponsor of racing,
supporting the world’s oldest classic horserace –
The St Leger, as well as the World Hurdle at the
Cheltenham Festival.

Ladbrokes was central to the formation of the
British Greyhound Racing Fund and makes
regular donations to the fund. The money raised
is used in welfare, integrity, development and
promotion of greyhound racing.

Ladbrokes was also a founding member of the
Independent Betting Adjudication Service (IBAS).

Trade Associations
We are active members of the Association of
British Bookmakers (ABB) and the Remote
Gambling Association (RGA) and have been
instigative in developing a number of cross-
Industry approaches to social responsibility
issues. Ladbrokes has a seat on the board of
Business in Sport and Leisure (BISL), the leading
body within the Sports, Leisure and Hospitality
Industry for influencing the Government,
disseminating information and promoting 
the industry.

Ladbrokes also works with other betting and
gaming operators to ensure high ethical
standards across the industry. 

Investors and Shareholders 
We produce annual reports and interim
statements for all shareholders and maintain
dialogue with them throughout the year. Investors
are kept informed of key business activity via
regular news bulletins, press releases and the
Group’s website. Investor Roadshows are held
twice a year following announcement of the full-
and half-yearly results. 

Socially Responsible Investment (SRI)
bodies and research organisations
We keep abreast of the policies and standards of
the most significant of our SRI investors and the
research organisations which support them. We
review their reports on Ladbrokes and engage in
an ongoing dialogue where appropriate.

We also participate in a number of SRI indices
and disclosure schemes, including FTSE4Good,
the Dow Jones Sustainability Indices and the
Carbon Disclosure Project.

Wider Sporting Organisations
Ladbrokes has played an active part in industry
forums to discuss social responsibility and inform
sports bodies about the issues of integrity. 

We pay over £1 million per year to Football 
DataCo, the company that grants licences to 
allow reproduction of fixture lists and statistics,
owned by the Premier League, The Football
League, the Scottish Premier League and the
Scottish Football League.

Academic Research Groups
We encourage the work on the betting and 
gaming industry carried out in academic
institutions in the UK. Within the bounds of
commercial confidentiality, we are as transparent
as possible with these institutions to help
develop a greater understanding of the issues
the industry faces.

We also provide sponsorship to Salford
University’s gambling department.

Press and the Media
We have a very active relationship with the press
and the media and are often called on to provide
expert opinions on interesting issues that arise
within the industry.

We regularly update the press on our product
launches, partnerships and initiatives, through
direct news releases and information on our
website.

IDENTIFYING AND ENGAGING WITH OUR STAKEHOLDERS
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CR Strategy

Stakeholder interests and issues

� Minimising gambling addiction.
� Protecting the young and the vulnerable.

� Enjoyable leisure experience.
� Fairness and integrity in betting and gaming activities.
� Financially safe transactions.
� Staying ahead of the competition.

� Providing good jobs with competitive benefits. 
� Family friendly business.
� Opportunities for learning and progression.

� Growing the business sustainably.
� Continued profits for shareholders.
� Keeping our good reputation.

� Safe place to work and to spend leisure time.
� Minimise financial liabilities for the Company.

� Dealing with climate change.
� Protecting natural resources.

� Caring for the people and the society 
we live in.

OUR CR STRATEGY

‘Christopher Bell 
Chief Executive

We have listened to
our stakeholders
and the following
issues have been
identified as being
important to them.
Against the
backdrop of high
ethical standards,
which permeates
everything we do, 
we have used these
opinions to help
define the 7 pillars 
of our CR strategy. 
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7 Pillars 

�1 Responsible 
Gambling
Page 12

�2 Satisfying
Customers
Page 14

�3 Employees
Page 16 

�4 Partners and
Suppliers 
Page 19

�5 Health, Safety 
and Security
Page 20

�6 Environmental
Management
Page 22

�7 Communities 
and Charities 
Page 24

Strategy

�
Promoting responsible gambling
behaviours across our business 
and the industry as a whole. 

�
Keeping customers satisfied with, 
well informed about and interested in
the products and services we offer.

�
Attracting a diverse, motivated
workforce, ensuring high standards of
behaviour and competence and
growing loyalty to the business.

�
Minimising the risks from our third-party
relationships, including business
partnerships, joint ventures and within
our supply chain. 

�
Minimising health, safety and security
risks to our business, our employees and
the general public from our operations.

�
Understanding global environmental
agendas and minimising the impact 
of increasing environmental costs on
our operations. 

�
Being a good corporate citizen 
and a respected neighbour in 
our communities. 

OUR CR STRATEGY
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GOALS, PERFORMANCE & TARGETS

We’ve done well in 
the league, kept ahead 
of the competition 
and improved our 
year end results.

2008 Goals 
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Corporate Responsibility
� Remain one of the sector leaders

in CR and social responsibility

Responsible Gambling
� Meet requirements of the 

Gambling Act 
� Continue funding for responsible

gambling education and problem
gambling support initiatives 

Satisfying Customers
� Continue to be recognised for

good customer care 

Employees
� Review employee benefits and

rewards packages across the
business

� Encourage employee engagement
through staff council and speak up,
ideas from you mechanisms

Partners and Suppliers
� Implement the new Environmental,

Socially Responsible and Ethical
Purchasing Policy

Health, Safety and Security
� Maintain high H,S&S performance

levels across the business
� Work across the industry to

improve security levels in
betting shops

Environmental Management
� Improve environmental reporting

and external disclosures
� Implement further energy efficiency

and waste recycling initiatives

Communities and Charities 
� Enhance opportunities for Local

Employment
� > £1 million target for LICCT

fundraising activities
� Continue to work with community

groups on local safety and security

1
2
3

4
5

6
7

�



2008 Performance W D L 2009 Target

Key: Achieved (W)
Partially achieved (D)
Not achieved (L)

GOALS, PERFORMANCE & TARGETS

�

�

�

�

�
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�

�

�

� One of only two global betting and gaming companies in
the Dow Jones Sustainability Indices. We scored 71% in
2008, that’s 7% up from last year

� Ladbrokes remained in FTSE4Good. We have been
members since its foundation in 2002

� Successful compliance year 
� Continued donations to RIGT and through this

gambleaware.co.uk website was funded, Soho clinic
opened and school education guides ‘Just another
game’ and ‘You bet’ produced 

� First bookmaker to introduce a customer loyalty card –
OddsOn! – with over 150,000 customers signing up in
the first week

� Our Mystery Shopper results averaged over 87% –
ahead of 83% in 2007 – and over 840 employees got
WOW! Award Nominations from customers for excellent
customer service

� Launched a new retail bonus scheme and a new staff
rewards scheme, ClubLadbrokes 

� Employee performance awards dinner held with
winners from across the business

� A new Get Set… training package launched 
� New Staff Council elected and first meetings held

� Policy rolled out within Ladbrokes electronic
purchasing system 

� Over 250 suppliers signed up, which represents
50% of our supplier base

� We have developed a new H,S&S policy and internal
structure, incorporating all international operations

� Our health and safety record in 2008 was good. We
had no fatalities or major injuries across our business 

� We have a 24 x 7 central security team and 100% of
UK shops with CCTV, Panic Alarms, Intruder Alarms

� We are actively participating in the Safe Bet Alliance, 
an initiative by the Association of British Bookmakers
(ABB) and the Metropolitan Police

� Joined the Carbon Disclosure Project – an investor
sponsored scheme for collating company data on climate
change issues

� Identified savings through a number of energy efficiency
and waste recycling initiatives. These will be
implemented across the UK Retail estate in 2009

� Need to improve environmental data reporting

� Worked with Job Centre plus to provide employment
opportunities at our Liverpool office

� New fundraising and donations strategy and over
£790,000 raised by employees for LICCT

� LICCT has agreed a partnership with ClickNow,
community search engine

� Continued support of Crimestoppers

� Remain in Dow Jones Sustainability Indices and
FTSE4Good

� Demonstrate leadership in social responsibility
performance and help to improve standards across
the industry 

� Maintain high social responsibility standards across
the business

� Keep compliant with Gambling Act and commission
requirements

� Continue funding for responsible gambling education
and problem gambling support initiatives

� Maintain high levels of customer satisfaction
� Continue to improve customer loyalty to the business
� Average Mystery Shopper results >82%

� Understand the needs and expectations of
our employees, most specifically through our
Staff Council

� Maintain high levels of employee satisfaction and
minimise staff turnover

� Actively promote responsible financial, social,
ethical and environmental behaviour throughout our
supply chain

� Review supplier performance and implement risk
based audit programme

� Zero fatalities and zero major injuries 
� Continue to work with peers to improve H,S&S levels

across the industry

� Improve data collection and environmental
reporting standards

� Implement energy efficiency and waste recycling
initiatives across the estate

� Continue to work with local communities on
employment and safety and security issues

� Set new fundraising targets for LICCT
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CORPORATE GOVERNANCE

At Ladbrokes, we believe that if you want to
achieve commercial success on a sustainable
basis you need to conduct business in a
responsible way. Therefore we promote high
ethical principles across the business and
believe in high standards of corporate
governance1. Our processes for governance 
and internal control apply equally to responsible
business practice, as they do to other 
business issues. 

Ultimate responsibility for internal control and
managing risks to the business lies with the
Ladbrokes Board. Key business risks and
appropriate actions to mitigate risks are
considered at each regular Board meeting 
and are formally reviewed by the Board every 
six months.

Further details about our Corporate Governance
procedures are given in the 2008 Annual Report
and Accounts which is available on our website.

Business ethics
We want the Ladbrokes brand to be recognised
and trusted wherever we do business. Therefore
our internal codes of conduct require business
professionalism, honesty and integrity in all that
we do. We seek to comply with all relevant
legislation and to maintain good relationships
with all our stakeholders.

We require employees to use company
resources properly and to avoid any activity that
may distract from or conflict with the Group’s
interests. The funds and assets of all Group
companies must be utilised solely for lawful and
proper business purpose.

We do not tolerate any forms of bribery or
corruption. Only legitimate payments may be
made by or to Group companies and these
must be properly recorded in the accounts. We
expect that Directors and employees will not
solicit or accept from business contacts,
customers or suppliers anything that has a
greater than nominal value. 

It is a criminal offence to provide assistance to
anyone attempting to launder money or seeking
to obtain, conceal, retain or invest the proceeds
of criminal conduct. We therefore have a specific
code of practice on money laundering. We train
our employees in the code and have appointed
a Money Laundering Reporting Officer.

All Group companies comply with the laws
governing free and fair competition and we
uphold ethical sales and marketing practices
throughout our operations.

It is also the Company’s policy not to make
donations to political parties.

(1)  We comply with the provisions as set out in section 1 of the Combined Code on Corporate Governance
published in June 2006 by the Financial Reporting Council. Full information on Corporate Governance is
included in the 2008 Annual Report and Accounts, which is available on ladbrokesplc.com
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CR policies and processes and associated
accountabilities are embedded within the day-to-
day operation of our business. The Chief
Executive, who sits on both the Executive
Committee and the Group Board, is ultimately
responsible for CR matters. The Chief Executive 
is supported by the CR Team who provide an
overview and advisory function for the business.

The CR team also provides a central function,
reporting on CR-related issues, risks and
activities from across the business (to all relevant
internal and external stakeholders) and by
providing a review/audit role to make sure that
Ladbrokes is fulfilling all aspects that are
expected of a large plc. 

Overall governance of CR is the responsibility 
of the Executive Committee and the Group
Board. CR and governance issues are given full
consideration by the Executive Committee and
the Group Board when defining the Ladbrokes
business strategy.

CR risks are regularly reviewed by the 
business and are considered by the Board, 
as appropriate, as a part of the corporate 
risk review process. CR matters are reported 
to the Group Board on a regular basis (as a
minimum quarterly) thus forming part of the
Board calendar, along with tailored director
briefings and where appropriate, training. 

The Board reviews the key CR issues and
agrees the annual corporate responsibility
strategy. Board members are provided 
with adequate background information to 
enable their decision making. The remuneration
committee also takes account of CR issues
when determining executive remuneration 
and benefits. 

The Group Secretary retains overall responsibility
for developing and implementing the CR
programme and coordinating the CR team. 
The CR Team (including membership from
Compliance, Public Relations, Investor Relations
and Human Resources) reports directly to the
Executive Committee on CR matters. The CR
Team works with a number of internal functional
and operational teams (e.g. HR, PR, Marketing
and Facilities Management) and liaises via human
resources with the Staff Council and other
internal and external stakeholders.

To achieve consistency across the Group, we
have developed Company-wide policies on
responsible business issues. These policies 
are linked to our core values and establish 
the framework in which the individual 
businesses operate.

We monitor our overall CR performance on an
annual basis and as a minimum report to our 
key stakeholders via our Annual CR report, 
our Annual Report and Accounts and our 
Group website.

CR governance and management processes 
are subject to internal audit and the reporting
process is externally verified by our CR advisors,
Acona Limited.

CR MANAGEMENT



RESPONSIBLE GAMBLING
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In pursuit of fair play
It is important to us as a
business and to our industry 
as a whole that we all uphold
responsible gambling behaviours
and that collectively we provide
an efficient, secure, fair and
socially responsible service 
for all our customers.

For most people, gambling is an enjoyable and
harmless leisure pursuit. However, for a very few
others gambling can become a behavioural
problem. Ladbrokes fully recognises its
responsibility to help tackle problem gambling,
understand its causes and promote its
treatment.

Highlights
� First full compliance year under the Gambling
Act and reporting structures all in place;
� Ladbrokes continued its funding for problem
gambling Research, Education and Treatment
(RET) via RIGT;
� The gambleaware.co.uk website funded by
RIGT celebrates its first anniversary. Research
consultants are examining the website’s impact
and effectiveness across a range of user groups
including prospective gambling consumers,
help-seekers and problem gamblers;
� Education guides ‘Just another game’ and
‘You bet’ have been commissioned by RIGT.
Raising awareness of gambling issues amongst
young people in order to prevent problems in 
the future; 
� The UK’s first problem gambling clinic was
launched in November, with an initial grant from
RIGT. The Soho Problem Gambling Clinic will act
as both a therapeutic provider and a national
centre of excellence, providing advice and
consultancy to patients to help them overcome
addiction to gambling. 

Our activities 
We believe strongly that the gambling industry
should work together to ensure high standards
are maintained across the whole sector and
have continued with our aim of establishing
industry-wide social responsibility standards. 
We have remained active in the discussions over
the potential RET levy (funding for research,
education and treatment for problem gambling)
and remain in support of enhanced voluntary
contributions from the industry.

We have embraced the new legislative regime in
the UK and are meeting the requirements of the
Gambling Commission. We fully support the
Commission’s three key licensing objectives: 

� To keep crime out of gambling;
� To ensure gambling is conducted fairly 
and openly;
� To protect children and vulnerable people from
being harmed or exploited by gambling.

Responsible gambling behaviours
� Our internal codes of practice are based on
the highest standards across the industry; 
� Our employees are trained to support our
responsible gambling policies and to help our
customers. We make them aware of behaviours
that may indicate problem gambling and train
them in how to respond;
� We have a comprehensive compliance
monitoring programme in place, headed by our
Compliance Director and overseen by our
Compliance Committee. Our Compliance
Director reports to the Board on a quarterly basis.
This programme is also subject to internal audit.

Clear customer information
We ensure that our customers can make informed
choices by providing clear information about:

� Our products – so that they know exactly 
how to get the most out of our offering;
� Problem gambling issues – so that they can
identify issues when they arise and know where
to get help should they need it;
� Their own gambling history – our online
customers have access to detailed information
about their account and their recent spending
behaviours.

Inherent protection systems
We provide inherent protection to try to limit the
possible financial impacts on our customers
from excessive gambling, for example through:

� Daily and weekly limits on spend – this facility
enables customers to limit the amount of money
that they are able to deposit online into their
account on either a daily or a weekly basis. These
amounts may be revised downwards at any time
but any increase will only be implemented after
24 hours following the request;
� Detailed financial checks – in some cases 
with our online customers we carry out detailed
customer due diligence prior to accepting their
account.

Our strategy for responsible gambling
focuses on the following areas:
� Upholding responsible gambling behaviours
and maintaining best practice standards 
across the whole of the business;
� Ensuring that our customers have enough
information to make informed choices;
� Providing inherent protection to minimise 
the chance of problems developing;
� Protecting the young and vulnerable;
� Developing responsible products 
and services.

What do we seek
to achieve?
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Protecting the young and the vulnerable
We protect children and vulnerable people
through, for example:

� Clear marketing standards – we helped to
develop and uphold an industry-led voluntary
code on responsible advertising;
� Strict age limits – we rigorously enforce the 18
year age limit through clear signage, age checks
(both on and offline) and comprehensive
employee training. Our marketing and
advertising does not target people younger than
18 years of age. Furthermore our UK retail staff
have embraced the Think 21! Campaign, an
initiative to reduce the instances of age restricted
products being sold to underage people. Our
retail staff are required to challenge anyone who
appears to be under 21 years and ask for proof
of age;
� Online age verification checks – we carry out
electronic age verification checks on all
customers. Anyone who is under the age of 18
and found to be using the site may be reported
to the police;
� Website screening – Ladbrokes has registered
its internet gaming sites with the ICRA
(www.icra.org), the family internet screening
organisation, which helps users avoid content
which is inappropriate for themselves or their
children;

� Self-exclusion arrangements – to assist
customers who face problems and wish to 
stop gambling with us, our customer service
employees are all trained in administering 
self-exclusion. Once in place self-exclusion 
lasts for a minimum of six months during which
time we take all reasonable steps to stop the
customer placing a bet with us or entering our
gaming sites.

Developing responsible products
� We follow the UK standards and incorporate
social responsibility criteria in developing new
games, machines or other products (e.g. betting
products); 
� We do not use misleading ‘teasers’ to entice
customers onto our sites or misrepresent 
the risks to our customers by the use of free
demo games with more favourable odds to 
the main play; 
� We seek to give customers as much
information as possible and avoid hiding things
in the small print.

RESPONSIBLE GAMBLING

How does Ladbrokes perform? Responsible Gambling

2008 2007 Target
KPI Performance Performance (if applicable)

Customers No. of staff trained 15,000 11,509 100%
well informed in Responsible Gambling (100% of (100% of 

Practice relevant relevant 
personnel) personnel)

No. of shops with 100% 100% 100%
Staying in Control 
Boards and leaflets and 
information on self-exclusion

No. of customer 11,532 1,881
interactions regarding (Q4 only)
problem gambling, 
e.g. advice, signposting 

Protecting the young Breaches of Advertising 0 0 0
and vulnerable Standards (ASA Council 

decisions)

Self-exclusions made 8,078 1,407
(Q4 only)

Online Age Verification 647,678 97,383
Checks (UK customers) (Q4 only)

Think 21! No. of young 15,472 2,731
people at the point of (Q4 only)
gambling asked for proof 
of age which they have been 
unable to produce

Research and support Contributions (cash and £624,300 £680,800
for problem gambling in-kind) to Responsible 

Gambling Research, 
Education and Treatment 
Organisations and related 
groups

� “Whilst the majority of people are able to bet
responsibly, there are undoubtedly a small
number for whom gambling is a problem…
This is an area of particular concern to
Government and Parliament, and I sincerely
appreciate the commitment that bookmakers
put into meeting their social responsibility
obligations.” Gerry Sutcliffe, Minister for
Sport, March 2008 

� “The gambling industry’s licence to operate
ultimately derives from public trust and
support, so it is critical that the whole industry
is seen to fund research, education and
treatment for problem gambling.” RIGT
Newsletter, Spring 2008

� “Is gambling good for people? What we
need to focus on more is why do so many
people enjoy gambling so much and without
adverse consequences, what do they get out
of it, what do the majority of recreational
gamblers do right which the minority of
problem gamblers do wrong, what good
does it do them and, indeed, what are the
moral benefits for society as a whole.” 
Prof Peter Collins, University of Salford,
July 2008

‘
What do our 
stakeholders 
say?
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The best leisure
experience
We are committed 
to offering the best
customer experience
and we place a high
priority on service.

Our responsible approach to customer
service is centred around:
� Understanding our customers’ needs so 
that we serve them better and offer products
that they are interested in;
� Protecting our customers’ interests so that
they feel safe and secure in dealing with us;
� Customer satisfaction so that they 
will remain loyal to the business.

What do we seek
to achieve?

Our customers come from all walks of life and
from all economic groups, and with our websites
offering betting and gaming in 13 languages and
18 currencies, they are all over the world. In a
single day, Ladbrokes will handle over a million
transactions from customers across the globe.
We have strong brand loyalty and international
recognition.

Highlights
� Ladbrokes has maintained its position as the
leading betting brand in the UK, with the largest
share of visits at the end of 2008 of 31%, while
William Hill accounted for 27% and Coral for 14%; 
� Ladbrokes Serious about Service programme
continues to grow – 2008 saw the first Football
Frenzy campaign and first ever Serious About
Service Awards Evening;
� We became the first bookmaker to introduce 
a customer loyalty card – OddsOn! – with over
150,000 customers signing up in the first week;
� Continue to be recognised for good customer
care – our Mystery Shopper Results average
87.4% and over 840 employees got WOW!
Award Nominations from customers for excellent
customer service;
� A further 1,089 internal WOW! nominations
were also received (staff nominating other staff).
Of these a number were invited to our Serious
About Service Awards in November in which
there were prizes for internal and external WOW!
nominated shop staff.

Our activities
Understanding our customers’ needs 
� We are moving towards a more localised 
and personalised service, with the help of our
Customer Relationship Management systems. 
A great example of this has been the launch of
OddsOn! our new customer loyalty card. We
believe OddsOn! will enable us to tailor future
offers to customers, based on events they’re
interested in; 
� We tested the card in over 100 retail outlets
and carefully studied customer habits and
reactions before we rolled it out to every shop in
the UK. All the signs are that customers like it,
with over 90% of our regular UK customers
having now signed up for the card.

Protecting our customers’ interests
� We seek to protect our customers through fair
dealings, providing security of information and
data protection, and offering the backup of an
independent adjudication service (IBAS).

Customer Satisfaction
� As a business we are committed to delivering
the customer service promises articulated within
our Serious about Service (SAS) programme; 
� Every year we train our staff in customer care
and all of our UK retail managers have achieved
the Institute of Customer Service ICS award; 
� We encourage our customers (both internal
and external) to reward exceptional customer
service through our internal WOW! awards
scheme and we choose a winner from each
region on an annual basis. In the first five months
of 2008 we received 328 WOW! nominations
from our external customers, reaching over 840
for the full year. A further 1,089 internal WOW!
nominations were also received, making this our
best performing year since we brought in 
the scheme;
� To test our performance we regularly solicit
feedback from all our retail and remote outlets
and monitor our performance through third party
audits and customer complaints.
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SATISFYING CUSTOMERS

The Mystery Shopper campaign is carried out
annually and is designed to support both the 
SAS programme and to test more mainstream
business processes. Our surveys in 2008 focused
much more sharply on product knowledge and
on actively trying to improve our customers’
experience. They measured the basics – including
smiling, eye contact, verbal greetings – and also
looked for key ‘interactions’ which we know
improve our customers’ experience. 

Mystery Shopper scores also play a key part in
determining shop bonuses for the year. Each
shop can check their scores within 48 hours on
BS2000 – and every team member can see their
shop report.

There has been a solid overall performance in
the Mystery Shopper campaign, with an average
score across the UK Retail estate of 87.4% –
over 4% higher than we achieved last year. 

� In 2008 the UK retail division held a Football
frenzy initiative, which was made up of seven
short SAS campaigns, including Mystery
Shopper results. Around 700 staff benefited,
with the top pair in each region going through to
the Ladbrokes National Serious about Service
Awards. The SAS National Awards event was

held in October and was attended by 100
employees who have demonstrated a real
commitment to our customers;
� Customer feedback is monitored on a
continuous basis through our customer service
lines, our WOW! customer comment cards and
the feedback button on our websites. The level
and type of complaints has remained relatively
static over the past few years and is small in
comparison to the millions of transactions we
process every day.

How does Ladbrokes perform? Satisfying Customers

2008 2007 Target
KPI Performance Performance (if applicable)

Customer satisfaction UK Mystery Shopper Survey 87.4% 83% >82%
results

No. of external nominations 840 503
for WOW! awards 

Total no. of customer 4,595 768
complaints (Q4 only)

No. of complaints which 659 191
specifically relate to a (Q4 only)
gambling transaction

� “I have made a few calls to your
ladbrokes.com customer services and they
have been very helpful every time! It makes 
a nice change to get help from a helpline! 
Just like to say thank you.” Mr. C., on-line
customer 

� “Your site has brought me hours of fun, 
any concerns which have arisen since I have
become a member were dealt with quickly
and efficiently, betting is made simple and
everything is explained in full detail for any
newcomers to the site. “ Mr. M., 
on-line customer 

� “Always friendly, always informative. 
The shop, including toilets, are always
immaculate. Pleasure to bet there.
Undoubtedly the best shop in the area. 
I personally travel 4 miles to have my bets
probably passing 6 other shops.” 
Mr. F.,  retail customer about our 
Thorpe Bay shop 

� “I come to Ladbrokes once or twice a
week. The service is always of the highest
standard, with a happy smile. The staff 
are always willing to chat, whatever the
situation.” Mr. M., retail customer about 
our Aldershot shop

� “Ladbrokes took a real lead in using 
The WOW! Awards™ to help them improve
their customer service…

The WOW! Awards™ has helped Ladbrokes
to do something quite extraordinary. They
now catch people doing things right! And
doing things that management might never
have known about if it wasn’t for those little
customer nomination forms.” Derek Williams
National ICS WOW! Award creator

‘
What do our 
stakeholders 
say?

The Ladbrokes Serious about Service
Retail Promises
“Every shop, every day, we guarantee you the
best service locally”

� Friendly and fair, personal service (Service);
� Answer any questions you have on betting
(Knowledge);
� Provide the widest range of bets (Choice);
� Offer value every day (Value);
� Provide the very best machine/betting
experience (Satisfaction).
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EMPLOYEES

Award winning
teams
The success of 
our business is
fundamentally 
linked to the skills,
energy, initiative 
and commitment 
of our employees. 

Our human resources strategy is centred
around:
� Being an attractive and fair employer and
valuing and recognising employee loyalty;
� Working hard to understand the needs and
expectations of our employees, most
specifically through our Staff Council and
other consultative groups. All of which helps
to maintain high levels of employee
satisfaction and minimise turnover;
� Supporting and developing our talent and
providing clear opportunities for career
development and progression;
� Providing an equality of opportunity and
encouraging a diverse workforce through
flexibility in our operations; 
� Promoting high ethical standards across
the business and providing detailed codes 
of practice for all our employees.

What do we seek
to achieve?

People employed worldwide
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As our business becomes more sophisticated
and technology driven, we need to ensure that
we sustain a high level of competence across the
business and increase our capacity to respond to
changing market needs. 

Highlights
� The British betting industry employs over
40,000 people, approximately 15,000 of whom
work for Ladbrokes in the UK. We employ over 
a 1,000 more worldwide;
� During 2008 we launched a new retail bonus
scheme and a new staff rewards scheme,
ClubLadbrokes; 

� Ladbrokes operates the leading training
standards in the industry and is the only
bookmaker to commit to gaining NVQ
recognition for its staff training packages;
� A new Get Set… training package was also
launched this year which helps focus our training
and development programmes;
� £1.3 million spent on staff training, with over
3,575 employees receiving training during 2008.

Our activities
Attractive and fair employer
We regularly review the benefits we offer against
the market so that we remain competitive and
continue to attract and retain quality people. 

� We know our people work hard and this year 
we have developed a new bonus scheme which
rewards an individual’s personal effectiveness on
an annual basis. The scheme was devised
following feedback from employees on the need to
reward them directly for their personal contribution.
Although there was mixed feedback on the
structure of the new bonus scheme, over 70% of
cashiers said the new scheme was better than in
previous years and available to more people; 

� We believe that Ladbrokes is a good
investment – a company with a future. Therefore
we have a number of share schemes available,
to give our people the chance to share in our
business success. So far approximately 50% of
the Company have taken up this opportunity; 
� The first phase of a new staff rewards scheme,
ClubLadbrokes, was also launched this year. This
includes over 1,000 special offers and cashback
deals and is available to all employees in the UK.
Over 1,300 members of staff had registered with
ClubLadbrokes in its first three months, and there
will be a continuing publicity campaign to
encourage staff to take advantage of the scheme;
� Our Development Rewards scheme, where 
staff can nominate premises for new licences,
acquisition, extension or relocation, has
benefited over 79 Ladbrokes staff in the last
three years. Each reward is worth £5,000 and
goes directly to the staff member if their
suggestion is taken up;
� We operate a flexible working policy and have
a number of home workers, term-time only
employees, those who work a compressed
working week, as well as job-share and part-
time roles. Ladbrokes also undertakes a wide
range of welfare initiatives each year to ensure
employees are supported at times of stress or
difficulty, including providing a hospital savings
scheme, ‘mymoneypal’ an online financial advice
package, stress management training and a
post-incident support team;
� As a leisure service business (usually
characteristic of a high turnover) we are pleased to
have an extremely loyal workforce. 36% of our
employees have been with us for more than 5
years, and 12% for more than 15 years.

Understanding our employees
We are keen to respond to the views of our
employees and have various mechanisms in
place to canvas opinion. Ladbrokes created its
Staff Council in 1996, since then it has played an
increasing role in the organisation of the
business. The Staff Council is a key part of the
Ladbrokes Retail ‘open’ communication system,
alongside Speak Up, our employee feedback
scheme, What’s Happening, our weekly
newsletter, Ladbrokes TODAY! our company
newspaper, and our regular management Road
Shows. The Staff Council ensures that the views
of all employees are communicated effectively to
the Company’s Executive Board and acts as a
forum for consultation and the exchange of
information and ideas.

Developing our talent
When someone joins Ladbrokes we do all that
we can to help them to realise their personal and
career-based potential. We offer a variety of
career paths within Ladbrokes and provide the
training requirements at each stage. We also
recognise that our employees represent a centre
of excellence for the industry – one which we
wish to maintain. As a consequence we
continually invest in the training and development
of our employees

During 2008 we launched Get Set… a new staff
training package that reflects the world of the
modern betting shop. Get Set… concentrates
on sports knowledge, product knowledge and
the importance of Ladbrokes’ staff selling what
we do to our customers. The content in Get
Set… reflects the changes to our business and,
at each stage of training, the employee will learn
everything that’s needed to be capable of
meeting their own performance criteria. The Get
Set… training package is also supported by the
new Get Set… online site. Trainees and line
managers use this site to record outcomes of
reviews, on-job assessments and knowledge
questionnaires. So as well as new and improved
training material, there’s also a huge reduction to
the amount of paperwork.

EMPLOYEES

18-20 3%
21-30 40%

31-40 19%
41-50 18%

51-60 14%
60+ 6%

Employees from ethnic minority 
groups in Ladbrokes compared to 
UK average population 

Gender breakdown of our employees 
as at 31 December 2008

Females 62%
Males 38%
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How does Ladbrokes perform? Employees

2008 2007 Target
KPI Performance Performance (if applicable)

Employee No. of employees 16,394 15,307
demographics

% Female employees 62.3% 62.0%

% Employees from ethnic 11.03% 11.26%
minority groups 

% Employees ≤30 years of age 43.5% 48.7%

% Employees >30 years of age 56.5% 51.3%

Employee training and No. of employees receiving 3,575 3,300
development training

Annual spend on training £1,000,000 £750,000

No. of internal promotions 2,529 3,560

Employee ownership No. of employees owning >7,000 7,000
shares in the Company (50%) (50%)

Sickness rates No. of sickness days absence 7.07 7.84
per employee in period

High ethical standards No. of staff informed 100% 100% 100%
about the codes of practice 
and the whistleblowing policy

No. of whistleblowing incidents 0 1
reported and investigated

Equality of opportunity
Ladbrokes is committed to upholding the basic
principles of Human Rights by treating all its
employees with respect. Our policies are
consistent with the requirements of the Universal
Declaration on Human Rights and maintain the
spirit of the International Labour Organisation
core labour standards. 

We promote an equality of opportunity and
employ a diverse range of valued individuals:

approximately 53% are aged between 30 and 65,
nearly 2% over 65, over 62% of our employees
are female and approximately 11% are from
ethnic minorities.

High ethical standards
Compliance with our standards is high, with few
incidents being reported to management, and
even fewer via our independent whistleblowing
process over the year.

� “I started working for Ladbrokes in
Birmingham when I was 19. I loved it! 
I moved to Leeds when I went to University,
where I progressed as a CSM, then Deputy
Manager. I was inspired by the work of 
my District Supervisors and wanted to be
one! I went for a Supervisor Development
Programme in the North Region and, 
thanks to lots of support, I passed.

…Staff welfare is what matters most to me,
and that is the paramount concern for the
Staff Council… I also owe my life to
Ladbrokes by the way – my parents met
when they both worked for the Company!”
Emily Reid, District Supervisor

� “The Staff Council at Ladbrokes has great
potential to add value for employees and to
the business – and the Council’s discussion
of many issues has contributed to some
significant decisions. Good examples are the
decision not to trade on Grand National
evening and the Council’s contribution to the
debate on how to deal with holiday
entitlements, which resulted in an increased
benefit for all staff.” Jeremy Trevor, Human
Resources Director

� “The influence of the Staff Council has
dramatically increased in the last six years or
so. All members of the Council –
management and staff – must be prepared 
to listen, think openly and empathise with
others’ viewpoints. For me it’s a partnership
where both sides have to deliver their
promises.” Dominic Matthews,
Operations Director

‘
What do our 
stakeholders 
say?
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PARTNERS AND SUPPLIERS

Supportive associations
Ladbrokes’ success in the
betting and gaming sector relies
on responsible behaviour and
good corporate citizenship. One
of these responsibilities is the
maintenance of high standards
of supplier relationships and
good environmental and 
social standards within the
supply chain.

Our suppliers are predominantly UK or EU based
and our supply base ranges from local to global
organisations providing goods and services
across our business. 

Highlights
� Rollout of the new Ladbrokes new
Environmental, Socially Responsible and Ethical
Purchasing Policy – over 250 suppliers signed
up, which represents 50% of our supplier base.

Our activities
We look to ensure that both Ladbrokes and
those who supply us with goods and services
are working in accordance with stringent
standards on safety, employment, staff welfare,
human rights and environment, wherever in the
world they might be based or operate. 

� We have rolled out our new framework for
responsible procurement including the new
responsible sourcing policy. This policy applies 
to all suppliers and supplier relationships across
all divisions of Ladbrokes plc including Retail,
eGaming, Racecourses and International. The
policy sets minimum standards across three
areas: social and employment conditions;
environmental impacts and the Ladbrokes
purchasing process;
� This year we have tested compliance with
some of our key suppliers. The response has
been good. We have now developed a risk
based approach to selecting suppliers for further
screening, a detailed questionnaire for them to
complete and guidelines for the procurement
team on how to assess the responses and when
to follow up;

� In 2009 the purchasing team will again be
auditing a representative sample of our suppliers
to measure the compliance with these new
policies and this will be repeated annually to
ensure continued compliance and, where
necessary, improvements;
� A recent example was a visit to a new factory
in China (pictured) which produces our uniforms.
This factory was audited by Ladbrokes and our
UK agents to ensure compliance with stringent
international guidelines and laws protecting
employees.

How does Ladbrokes perform? Partners and Suppliers

2008
KPI Performance

Supplier standards Number of suppliers signed up to the CR standards 250

Percentage of suppliers signed up 50%

Ladbrokes’ supplier strategy aims to
ensure that spend is directed through
partner organisations who demonstrate
shared commitment to our CR goals.

Our aims:
� For all of our product development and
delivery partners to be the best-of-breed,
qualified in the development and delivery for
specific services across all our global outlets
and channels;
� To maintain the highest business ethics in
all our dealings with current or potential
suppliers;
� Actively promoting responsible financial,
social, ethical and environmental behaviour
throughout our supply chain;
� Minimising the risks from our third-party
relationships, including business partnerships,
joint ventures and within our supply 
chain.

What do we seek
to achieve?
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Protecting our
people
We are committed 
to providing a
healthy and safe
environment for 
our employees,
customers and for
all visitors to our
premises. 

We pride ourselves on our safety and security
record and set high standards across the
Company. 

Highlights
� We have developed a new health and safety
policy and structure including further international
coverage and global reporting;
� Our health and safety record in 2008 was
good. We had no fatalities or major injuries
across our business;
� Excellent security record – Ladbrokes is the
only national bookmaker to have a 24 x 7 central
security team and 100% of shops with CCTV,
Panic Alarms, Intruder Alarms;
� We are actively participating in the Safe Bet
Alliance, an initiative by the Association of British
Bookmakers (ABB) and the Metropolitan Police.
This sets out a minimum industry standard for
security equipment and procedures which will
aid crime prevention, reduction and detection;  
� There were no enforcement notices or notified
non-compliances following 92 Health and Safety
inspector visits in the UK. Furthermore we had
no prosecutions or convictions for health and
safety offences;
� For over a decade, we have been working 
in partnership with Crimestoppers, the police
and local communities to help improve
community safety.

We place great importance on
protecting our employees, customers
and other visitors to our premises.

� We aim for best practice in Health, Safety
and Security throughout all our operations;
� We support a proactive culture of risk
management to ensure accidents and
incidents remain as low as is reasonably
practicable. 

What do we seek
to achieve?

Our activities
One of the important risks to the health of our
employees and our customers are breaches of
security on our premises, such as robbery and
theft. This has been an area of focus for us for
the past few years. 

� We have installed a number of safety features
throughout the Ladbrokes estate including 
a 24 x 7 Security Control room, Panic Buttons,
Burglar Alarms, CCTV, Safes, Magnetic Door
Locks, Staff Awareness Training, Night Time 
call out procedure. We have produced a DVD
outlining all of our safety and security features
which is publicly available. During 2008 we also
developed a new Violence in the Workplace
Computer based training module and renewed
and re-published our Security and Safety
standards;
� Our Safety and Security Director has also been
leading the way to an industry-wide response to
the recent increase in shop robberies. The Safe
Bet Alliance established a strategic board of
senior security managers of the bookmaking
industry and senior police officers to support,
monitor and maintain the work of crime
reduction. Together they have set out minimum
standards of security and safety for the industry
particularly for robbery;
� All of our employees receive training on health,
safety and security and Ladbrokes is the only
bookmaker to have an Institute of Occupational
Safety and Health accredited training course;
� Our internal compliance audits (which cover all
aspects of health, safety and security) yielded a
85.9% success rate across our retail and head
office estate.

Although we have seen a slight decrease from
last year, we have still achieved our Health and
Safety compliance target of more than 85%
success. We have also introduced a new set of
elements to the audits specifically covering
robbery/violence, Gambling Act compliance and
fraud prevention;

� The annual Health and Safety and Compliance
Competition took place during October and
continues to raise awareness of health, safety
and compliance issues;
� In addition, we carefully monitor and seek to
minimise the financial impacts of health and
safety related claims from across our business. 

Ladbrokes Briefi ng

Prevention    Protection    Detection    Support

 Our Central Security Control Room is staffed 24/7 
every day of the year 

 In the past fi ve years Ladbrokes has invested £10 million 
in safety and security equipment and has 40 full time 
security and safety staff all trained to IOSH standard

 All - that’s 100% - our shop staff are fully trained in 
safety and security procedures

 All - that’s 100% again - our UK shops are fi tted 
with digital CCTV 

 All - yes, 100% again - our UK shops* will be fi tted 
with MagLocks by April 2009 

 All - 100% once more - our shops are fi tted with 
Panic Alarms 

 All - 100% once more - our shops are protected 
by Intruder Alarms

Committed to Beating Crime

Our Commitment to 
Betting Shop Safety and Security 

– The Facts

*except shops fi tted with sliding doors

Internal Health, Safety and Security 
compliance audits
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HEALTH, SAFETY AND SECURITY

How does Ladbrokes perform? Health, Safety and Security

Data for the UK, 2008 2007 2006
Ireland and Gibraltar KPI Performance Performance Performance Target

Internal Health, No. of Internal 1,084 1,029 921
Safety and Compliance Audits 
Security 
Auditing

% Success Rate 85.9% 90.5% 88.0% 85.0%
Internal Compliance 
Audits

Regulatory Health and Safety 92 163 211
inspections Enforcement Officer visits

Non-compliances/ 0 0 0 0
enforcement notices 
issued

Employee No. of accidents 145 163 102
incidents

Total no. of reportable 9 6(2) 10
incidents (Reporting of 
Injuries, Diseases and 
Dangerous Occurrences)(1)

No. of reportable incidents 64 42(2) 71
per 100,000 employees(2)

Public No. of accidents 118 116 125
incidents

Total no. of reportable 0 0 0
incidents (Reporting of 
Injuries, Diseases and 
Dangerous Occurrences)

(1) Over three day Injuries reported to the UK Health and Safety Executive.
(2) Re-stated figure for 2007.
(3) The UK average number of RIDDOR notifications involving over 3-days injuries in the wholesale and retail sector3 is 302.1 per 100,000

employees, which is significantly higher than the Ladbrokes rate of 64 for 2008. Our continued focus on health and safety has resulted in
this strong performance and we are pleased to see a year on year reduction in the number of recorded accidents and reportable injuries.
RIDDOR is not applicable in Gibraltar as governed by local legislation but no reportable notifications were reported under this local
legislation. For our operations in Belgium, the last five years’ statistics reveal that the level of work accident are below the average of other
Belgian companies.

� “My primary concern is to make sure
betting shop workers are properly protected.
It is unacceptable that people in bookmakers
should be the subject of verbal and physical
abuse simply for doing their job.” RT Hon. 
Ian McCartney, June 2008

� “Violent crime and robbery is a threat to 
all businesses and betting shops are no
exception, which is why beating crime is a 
top priority for Ladbrokes. We operate a 
‘Safe and Secure’ programme which sets 
the standards, both within the betting industry
and within the retail sector.

Ladbrokes has a long-standing commitment
to tackling crime and violent behaviour. We
have invested in our shops to make them
difficult to rob and as safe as they can be for
our staff and customers, should an incident
take place.

We are committed to supplying all the
support we can to our staff or customers 
who may become involved in an incident.

Finally, we work closely with the Police,
Gambling Commission, Local Authorities and
the Health & Safety Executive to reduce the
number of incidents – and to ensure that
perpetrators are brought to court.

In every way our intention is to keep our 
staff and customers Safe and Secure.” 
Chris Bell, Ladbrokes Chief Executive 

� “Thank you for hosting today’s meeting
regarding Ladbrokes practices and
procedures. We all found it very enlightening
and came away feeling very positive. It is a
pleasant change to see a Company taking
proactive measures and clearly the welfare of
your employees is a priority. We will look
forward to working with you in the future,
working together to improve standards within
the industry. Thanks again.” Helen
Meadows, Team Leader, Environmental
Health, Salford City Council, July 2008

� “Thank you for your entry into this year’s
European Good Practice Health and Safety
Awards. The judging panel praised
Ladbrokes’ well structured risk assessment
and the clear commitment made to tackle a
serious issue in the business. On behalf of
HSE I would like to thank you for your
submission for this year’s awards and for your
efforts towards improving health and safety in
the workplace. We wish you great success
for the future.” Chris Trantom, International
Unit, Health and Safety Executive 

‘
What do our 
stakeholders 
say?
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We recognise that we have a responsibility to
monitor our impacts and where practicable
reduce our environmental footprint.

Highlights
� We joined the Carbon Disclosure Project – 
an investor sponsored scheme for collating
company data on climate change issues; 
� Our CO2 emissions from our UK retail and
eGaming businesses were over 55,000 tonnes
CO2 equivalent for 2008. Our greyhound tracks
add another 1,200 tonnes. This is 19% up on
the equivalent figure in 2007 and is due to
increased opening hours and electrical
equipment in the new specification for shops
across our estate.
� We have identified savings through a number
of energy efficiency and waste recycling
initiatives. These will be implemented across the
UK Retail estate in 2009.

The world around us
Although Ladbrokes
does not have a 
major impact on the
environment, we 
are nevertheless
committed to improving
our environmental
performance.

We are aware of the environmental
impacts of our behaviour and are
committed to minimising these impacts
by improving our environmental
efficiency.
We aim to:
� Regularly review our environmental impacts;
� Monitor our consumption of resources and
our production of waste;
� Set ourselves improvement targets;
� Encourage good environmental behaviour
among our shareholders, customers,
employees, suppliers and partners;
� Include environmental requirements in our
procurement of goods and services;
� Disclose information concerning our
environmental performance on at least 
an annual basis.

What do we seek
to achieve?
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Our activities
Waste and Recycling
� In January 2008 we appointed a specialist
recycling consultancy, Greenstar, to review our
waste disposal across the business, help us to
improve further on recycling rates and reduce
our environmental impact. All the waste material
from our UK shops and offices is now being
sorted and where possible recycled rather than
being disposed to landfill; 

� We are also tackling the type of materials that 
we use in our products, and minimising waste
from their production. 100% of our contract
printed products are now printed on either
recycled paper, or paper from forests which 
are sustainably managed and all the waste
products from our printing processes are
recycled, even the old ink;
� The purchasing team works across the supply
chain to identify opportunities to help our
suppliers minimise waste when working on

Ladbrokes’ contracts. Our shop furniture
supplier saves all wooden off-cuts and shavings
through the warmer months and uses them to
heat the factory when the weather turns cold! 

Energy Efficiency Work
Improving the energy efficiency of our shops 
is another of our main areas of focus. It is
particularly important in today’s marketplace
both because of the increasing cost of energy 
as well as the need to protect the environment. 

� Although the continuing development of our
shop estate has resulted in increased CO2

emissions overall, we are taking steps to ensure
that our operations are even more energy
efficient. We monitor our shop energy
consumption very closely and set reduction
targets for those shops that consume
significantly more than our shop average, whilst
taking into account factors such as different
opening hours, the presence of air-conditioning
systems and shop location;
� We have identified savings through a number
of energy efficiency initiatives including:

� High Frequency Lighting;
� LED Lighting for pelmets and external
signage;
� PIR Sensors in toilets, back offices and for
security lighting. 

All of these have been included in the standard
specification for all new shops. 

How does Ladbrokes perform? Environmental Management

2008 2007 2006 Target
Data for the UK(1) KPI Performance Performance Performance (if applicable)

Energy Total energy (kWh) 106,016,944 88,602,693 90,517,091
usage 

Carbon emissions – 56,597 47,462 47,847
CO2 equivalent (tonnes)(2)

(1) Data restated to include travel and greyhound tracks.
(2) Re-evaluated using DEFRA GHG conversion factors, June 2007, UK.

Electricity 94%
Gas 1%
Fuel oil 0%

Road travel 3%
Air travel 2%

� Disclosure can spur innovation… The Carbon Disclosure Project has shown
that internationally consistent disclosure not only helps to pinpoint risk but also
to generate opportunities.” Financial Times 2008

� “The Government has been a keen supporter of voluntary reporting schemes,
such as the Carbon Disclosure Project. Indeed this project has now established
itself as the gold standard for carbon reporting – the largest investor
collaboration in the world. 

And the value of such schemes can only grow as customers and investors
increasingly want to know – and expect to be told – just how green companies
are and what their carbon exposure is.” RT Hon. Hilary Benn at “Climate
Change Bill – Implications for Business”, London – 24 April 2008

‘
What do our 
stakeholders 
say?

Carbon emissions from our UK Estate
(based on June 2007 DEFRA GHG
reporting guidance)
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Respecting our
neighbours 
The Ladbrokes
betting shop is
typically at the heart
of the communities
where we operate. 
We are committed to supporting our local
people to develop a healthier place to live and
providing opportunities for employment. 

We also provide wider support for the
community through payment of taxes and our
contributions to the sporting, horseracing and
greyhound racing industries.

Highlights
� Our employees raised over £790,000 during
2008 through various fundraising initiatives
across the whole of the UK;
� Ladbrokes in the Community Charitable Trust
(LICCT) donated over £780,000 to over 250
charities across the UK, including £100,000 to
Breast Cancer Awareness Campaign, £100,000
to Childline, £50,000 to Guide Dogs For The
Blind and £25,000 to The Samaritans; 
� Ladbrokes operates over 2,100 shops in the
UK, paying over £45 million in local taxes to over
350 Councils and generates approx £200 million
per annum in taxes for the UK Treasury.

Our activities
Promoting community safety
� Ladbrokes continues to work with
Crimestoppers, the organisation which
encourages people to give anonymous
information on crime to the police.

Ladbrokes’ shops throughout the UK display
Crimestoppers leaflets detailing the hotline
number and the aim of Crimestoppers. Under its
Associate status Ladbrokes has become a close

Our focus is on getting money and
support to where it is really needed. These
are our main areas of focus and support:

HEALTHCARE
� Medical research/treatment;
� Hospice services;
� Disabled support/treatment;
� Home support.

EDUCATION/SPORT
� Educational development;
� Research/support of services to those with
learning difficulties;
� Specialist support in deprived areas;
� Sports facilities for the disabled;
� Sports regeneration projects.

COMMUNITY
� Support projects for the homeless and aged;
� Crime reduction programmes;
� Social activity projects for those at risk.

In each of the key areas, opportunities 
are identified for two or three larger grants 
to organisations that are most active. 
Smaller, more local grants are also 
approved to ensure that activity 
continues to flourish at a local level.

What do we seek
to achieve?

partner of Crimestoppers and will be contributing
to the future development of the organisation by
donating over £100,000 to Crimestoppers over
three years;
� Ladbrokes has also supported the local police 
in Harrow to promote community safety. Harrow
police used Ladbrokes sponsorship money to re-
launch Neighbourhood Watch across Harrow and
fund the production of a number of leaflets and
cards bearing the Ladbrokes logo. These included
100,000 full colour “Meet the Harrows” crime
prevention booklets, distributed to every home in
the borough, 1,000 credit card sized membership
cards for the Neighbourhood Watch contact
points across the borough, 1,000 posters placed
on lamp posts and 20,000 self adhesive stickers
for Neighbourhood Watch members.

Raising funds across the business
� LICCT continues to grow and is well supported
by Ladbrokes’ employees. It has now raised
over £4.1 million for good causes across the UK
since it was established in 2003;
� LICCT has agreed a partnership with ClickNow
that provides employees with the simplest of
ways to raise funds for LICCT’s selected charities.
ClickNow has provided a tailored Internet search
page for the LICCT, www.clicknow.org.uk/licct,
which when used to surf the web, generates
funds for our charitable trust.

By clicking on a sponsored link or simply viewing
a page with advertisements, the advertiser
concerned makes a payment to the search
engine involved. ClickNow has agreed to give
back 50% of this revenue to LICCT;
� During 2008, through our charitable trust, our
employees supported The Samaritans, Guide
Dogs for the Blind and Breast Cancer
Campaign. LICCT also donated £100,000 to
support the Child’s Voice Appeal of the NSPCC.
The donations will help the NSPCC to train 62
new ChildLine Volunteer Counsellors, who in turn
will be able to answer 25,000 more calls from
children in desperate need of help;
� Ladbrokes was the official Timing and Distance
Partner for this year’s Race For Life, organised
by Cancer Research UK. We donated £50,000
of sponsorship for the Race For Life, which
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involved an estimated 750,000 women in over
260 events around the UK getting together to
help the fight against cancer. In the last 14 years
nearly 3.5 million women have taken part in the
5k Race For Life – and Ladbrokes is proud to be
associated with the event;
� We also donated £10,000 to the Bobby Moore
fund, dedicated to fighting bowel cancer in
memory of the legendary football World Cup
winning captain. Ladbrokes was also proud to
be an official partner of Run For Moore 2008.

Creating opportunities for employment
Our Telebetting call centre, situated in one of the
poorest areas in Liverpool, has partnered with 
Job Centre Plus, Crosby Training, Shaw Trust,
Remploy, Sefton at Work, and HMP Kennet, to
help develop jobs for local people. We engage
with the local community and offer permanent
jobs to those in greatest need. We offer a route

back to work to those who are the most likely to
encounter barriers offering real and interesting
work through training and support. Since the call
centre opened in 2000, we have employed over
1,000 local people who joined the Company
either directly from unemployment or who were
classified ‘economically inactive’. 

How does Ladbrokes perform? Communities and Charities

2008 2007 2006 Target
Data for the UK KPI Performance Performance Performance (if applicable)

Fundraising Total amount of money £791,290 £902,650 £898,699 £1m
raised by the employees 
for LICCT

Company Total contributions £1,085,490 £1,033,800
contributions by Ladbrokes – time 

resources given 
to LICCT 

Total contributions in £147,051 £48,000
money, resources and 
in-kind donated by 
Ladbrokes to all other 
charitable causes

LICCT Total amount of money £788,757 £938,811 £921,800
donations donated by LICCT 

to charitable and 
community causes

Note: 
See also page 13 for Ladbrokes’ contributions to responsible gambling research, education and treatment organisations.

� “Samaritans was the lucky beneficiary last
year of a £25,000 donation made by The
Ladbrokes in the Community Charitable Trust
to support our services over the Christmas
period. As a result of this donation we
managed to answer an additional 8,591 calls
from people in need of emotional support –
thank you.” Emma Smith, Corporate
Fundraiser, The Samaritans

� “For over ten years Ladbrokes has been
working in partnership with the independent
charity Crimestoppers – the only charity in the
UK helping solve crime. The Crimestoppers
anonymous number and anonymous on-line
messaging allows people to give information
on crime without fear and makes a significant
contribution to the fight against crime.
Ladbrokes is a national strategic partner of
Crimestoppers, providing it with vital funding
and business innovation. Also, Ladbrokes
encourages its employees to volunteer for 
the charity, joining local Crimestoppers
committees who work with the police and
other agencies, dealing with criminal issues
that affect their communities. Thus Ladbrokes
is supporting both the national effort and local
community efforts to tackle crime.

At the same time, Crimestoppers seeks ways
of helping Ladbrokes deal with the crimes 
that affect it, its staff and its customers, and 
we are learning the whole time how together
we can make a greater impact in this field.
Crimestoppers sees its relationship with
Ladbrokes as the model for a charity working
with a major company; it is a relationship that is
multi layered, of common benefit and produces
real outcomes when criminals are caught as a
result of our work.” Michael Laurie CBE, 
Chief Executive, Crimestoppers

‘
What do our 
stakeholders 
say?
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Measuring our progress

2008 2007 2006 Target
KPI Performance Performance Performance (if applicable)

RESPONSIBLE GAMBLING
Customers well informed No. of staff trained in Responsible Gambling Practice 15,000 11,509 100%

(100% of (100% of 
relevant relevant 

personnel) personnel)

No. of shops with Staying in Control Boards and 100% 100% 100%
leaflets and information on self-exclusion

No. of customer interactions regarding problem 11,532 1,881
gambling, e.g. advice, signposting (Q4 only)

Protecting the young Breaches of Advertising Standards (ASA Council decisions) 0 0 0
and vulnerable

Self-exclusions made 8,078 1,407
(Q4 only)

Online Age Verification Checks 647,678 97,383
(UK customers) (Q4 only)

Think 21! No. of young people at the point of gambling 15,472 2,731
asked for proof of age which they have been unable to produce (Q4 only)

Research and support for Contributions (cash and in-kind) to Responsible £624,300 £680,800
problem gambling Gambling Research, Education and Treatment Organisations

and related groups

SATISFYING CUSTOMERS
Customer satisfaction UK Mystery Shopper Survey results 87.4% 83% >82% 

No. of external nominations for WOW! awards 840 503

Total no. of customer complaints 4,595 768
(Q4 only)

No. of complaints which specifically relate to a 659 191
gambling transaction (Q4 only)

EMPLOYEES
Employee demographics No. of employees 16,394 15,307 14,000

% Female employees 62.3% 62.0% 62.3%

% Employees from ethnic minority groups 11.03% 11.26% 11.17%

% Employees ≤30 years of age 43.5% 48.7% 43.4%

% Employees >30 years of age 56.5% 51.3% 56.6%

Measuring 
our progress
This is a
summary of 
our historical
performancesPK I
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Measuring our progress continued

2008 2007 2006 Target
KPI Performance Performance Performance (if applicable)

EMPLOYEES continued
Employee training No. of employees receiving training 3,575 3,300
and development

Annual spend on training £1,000,000 £750,000

No. of internal promotions 2,529 3,560 5,000

Employee ownership No. of employees owning shares in the Company >7,000 7,000
(50%) (50%)

Sickness rates No. of sickness days absence per employee in period 7.07 7.84

High ethical standards No. of staff informed about the codes of practice 
and the whistleblowing policy 100% 100% 100%

No. of whistleblowing incidents reported and investigated 0 1

PARTNERS AND SUPPLIERS
Supplier standards No. of suppliers signed up to the CR standards 250

Percentage of suppliers signed up 50%

HEALTH, SAFETY AND SECURITY(1)

Internal Health, Safety and No. of Internal Compliance Audits 1,084 1,029 921
Security Auditing

% Success Rate Internal Compliance Audits 85.9% 90.5% 88.0% 85.0%

Regulatory inspections Health and Safety Enforcement Officer visits 92 163 211

Non-compliances/enforcement notices issued 0 0 0 0

Employee incidents No. of accidents 145 163 102

Total no. of reportable incidents (Reporting of Injuries, 
Diseases and Dangerous Occurrences)(2) 9 6(3) 10

No. of of reportable incidents per 100,000 employees(4) 64 42(3) 71

Public incidents No. of accidents 118 116 125

Total no. of reportable incidents (Reporting of Injuries, 
Diseases and Dangerous Occurrences) 0 0 0

ENVIRONMENTAL MANAGEMENT(5)(6) 

Energy usage Total energy (kWh) 106,016,944 88,602,693 90,517,091

Carbon emissions – CO2 equivalent (tonnes)(7) 56,597 47,462 47,847

COMMUNITIES AND CHARITIES(5)

Fundraising Total amount of money raised by the employees £791,290 £902,650 £898,699 £1m
for LICCT

Company contributions Total contributions by Ladbrokes – time resources £1,085,490 £1,033,800
given to LICCT

Total contributions in money, resources and in-kind £147,051 £48,000
donated by Ladbrokes to all other charitable causes

LICCT donations Total amount of money donated by LICCT to £788,757 £938,811 £921,800
charitable and community causes

(1) Data for the UK, Ireland and Gibraltar.
(2) Over three day Injuries reported to the UK Health and Safety Executive.
(3) Re-stated figure for 2007.
(4) The UK average number of RIDDOR notifications involving over 3-days injuries in the wholesale and retail sector3 is 302.1 per 100,000 employees, which is significantly higher than the Ladbrokes rate of 64 for

2008. Our continued focus on health and safety has resulted in this strong performance and we are pleased to see a year on year reduction in the number of recorded accidents and reportable injuries. RIDDOR
is not applicable in Gibraltar as governed by local legislation but no reportable notifications were reported under this local legislation. For our operations in Belgium, the last five years’ statistics reveal that the level
of work accident are below the average of other Belgian companies.

(5) Data for the UK.
(6) Data restated to include travel and greyhound tracks.
(7) Re-evaluated using DEFRA GHG conversion factors, June 2007, UK.
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Acona Ltd has been asked by Ladbrokes to
undertake an independent review of this
Corporate Responsibility Report for 2008 and
provide assurance that:

� The quantitative data is materially accurate;
� The qualitative statements can be supported
by evidence and properly represent activity
across the Company;
� The report gives a balanced picture of
performance;
� Feedback from and dialogue with stakeholders
is fairly described.

Scope and process
The review covered all operations (unless
otherwise stated) for the period covered in the
report. Information subject to verification by other
third parties – such as financial data included
within the Annual Report and Accounts – was
outside our scope. However, we have relied on it
in forming our conclusions. 

In performing our work we adopted the following
approach:

� Desk-top evaluation and detailed analysis of
the raw data used to construct the report,
including comparisons with previous years;
� Review of internal and external documents
relating to CR management, including policies,
procedures and stakeholder comments,
particularly ensuring that evidence was made
available to support substantive comments and
claims made in this report.

Opinion
� The report correctly identifies the Company’s
material social, environmental and ethical issues;
� The report provides a balanced account of the
Company’s CR performance; 
� The data, and inferences drawn from them,
and substantive statements are materially
accurate and are supported by a range of
evidence from internal and external sources.
Minor inaccuracies identified during the
verification process were rectified and the report
was amended accordingly. 

Acona Ltd
Acona Ltd is an independent consultancy, based
in London but with staff all over the UK. We have
broad expertise and advise large, mainly
corporate, clients on the full range of social,
environmental and ethical matters. Our team has
extensive experience in the field and biographical
information can be found on our website –
www.acona.com/cr

Acona has been a responsible business advisor
to Ladbrokes, and formerly Hilton Group, for the
past ten years. This support included advice on
strategy and disclosure and assistance with the
implementation of projects. Acona is
independent from Ladbrokes, and is impartial
from the organisation’s major stakeholders.

Richard Whitehouse Senior Partner
Acona Ltd
March 2009

Your feedback
We would like to know what you think of this
report. Further details of our Group policies and
our general approach to CR is included on our
website – ladbrokesplc.com 

Your comments should be forwarded to:

The CSR Manager
c/o Group Secretariat,
Ladbrokes plc
Imperial House, Imperial Drive
Rayners Lane, Harrow
Middlesex, HA2 7JW
csr@ladbrokes.co.uk

Contributors
Designed and produced by Merchant in collaboration with Ammunition. Type origination by 
Bettina Brux. Printed by The Midas Press. Images from Actionimages.

This report is printed on Era Silk paper. The paper contains 50% de-inked post-consumer waste
and virgin wood fibre from well-managed forests independently certified according to the rules of
the Forest Stewardship Council (FSC). It is manufactured at a mill that is certified to ISO14001 and
EMAS environmental standards. The mill uses pulps that are elemental chlorine free (ECF) and the
inks in printing this report are all vegetable-based. Printed at The Midas Press FSC certified and
CarbonNeutral®.





If you have an opinion about any
of our CR issues, then please get
in touch:
Ladbrokes plc 
Imperial House 
Imperial Drive 
Rayners Lane 
Harrow 
Middlesex HA2 7JW 
Telephone: +44 (0)20 8868 8899 
Email: csr@ladbrokes.co.uk
www.ladbrokesplc.com
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