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FAIR PLAY

RESPONSIBLE BUSINESS PRACTICE
AT LADBROKES

Ladbrokes can trace its roots
back to 1886. Today it is a leader
in the betting and gaming sector,
employing over 14,700 people
across 4,288 betting outlets
in the UK, Ireland, Belgium
and Spain.
We serve millions of retail
customers every year and
now have over 1.1 million active
digital customers on Ladbrokes.
com. We know that to stay in
business for the next 100 years,
we must continue to listen to
our stakeholders, conduct our
business in a responsible manner
and promote higher standards
for the sector as a whole. That
is what we refer to as Fair Play.
This document describes our
Corporate Responsibility (CR)
performance over the past
year for our global business
(unless stated otherwise).
A separate ‘principles and
policies’ document outlines
our overall approach to CR
and is available online at:
www.ladbrokesplc.com
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Chief Executive’s introduction
“I am proud of Ladbrokes’ journey and the way the
business has championed responsible gambling
behaviours across our industry for many years.
I am also pleased to introduce our annual update
on our wider CR performance. We have made great
strides in some areas, others less so. Having said
that, my aim is to remain ever attentive to Ladbrokes’
performance, improve year on year, and ‘Build a Better
Ladbrokes’. So there will always be more to do.”
Societal expectations around the role of business
in society continue to develop and in an increasingly
information-rich, media savvy environment, there is no
place to hide. In responsible business terms, Ladbrokes
has always been a leader of the pack among its peers
and I intend to keep it that way. The appointment of a
Head of Responsible Gambling and the formation of
our Social Responsibility Board Committee have enabled
us to build on this leadership position.
We are a regulated business and take our regulatory
licensing conditions seriously. In delivering our strategy
we regard health and safety and responsible gambling as
non-negotiables in how we go about our everyday business.
Ladbrokes has actively led the industry in best practice
and supported self-regulation initiatives, such as the Senet
Group. We remain committed to focusing on fulfilling our
licensing objectives and delivering a safe and responsible
offer to our customers.
2015 was a year of change at Ladbrokes. I took
over as Chief Executive in April, announced a potentially
transformational deal with Coral in July and then launched
a new business strategy in the same month. And we didn’t
stop there, the year also saw significant progress in CR
across our business.
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Chief Executive’s introduction continued
We have built on our new Responsible Gambling policy
by further developing our approaches to harm minimisation
and player protection and helping to pilot cross-industry
self-exclusion schemes in Glasgow, Kent and London,
with a view to developing a national scheme during 2016.
We continued to provide funding for gambling-related
charities and help groups, and worked with multiple
partners, both inside and outside the industry to
encourage responsible gambling behaviours.
Ladbrokes employees are very important to our business
and this year we have focussed heavily on refining our HR
policies and activities. We have extended our ‘Females in
Leadership’ programme, offering mentoring opportunities
and increasing the visibility of senior female role models.
We have also relaunched the Ladbrokes RewardArena –
a new portal allowing multi-channel access to a range of
benefits for employees.
Our businesses contribute greatly to the economy by
creating jobs, paying taxes and levies and providing
people with great leisure experiences. See our Glasgow
case study on page 21 to see how much of an impact
we have.
Enjoy reading this report and I look forward to updating you
again in a year’s time.
Jim Mullen Chief Executive

Strategy announcement in July 2015
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FAIR PLAY

Responsible business practice at Ladbrokes
We aim to deliver the most
engaging sports betting and gaming
experience and be the brand of
choice for our customers, whether
they are at home, out and about
or on the High Street. We have
seen customers responding well
to our products and our recently
launched multi-channel offer.
Behaving responsibly has always been
a priority for Ladbrokes and Fair Play is
built into the way we do business. We do
our best to remain leaders in responsible
betting and gaming, have a positive
impact on our communities and operate
with integrity.

LEADING
THE WAY
IN RESPONSIBLE
BETTING AND
GAMING

HAVING A
POSITIVE IMPACT
ON OUR
COMMUNITIES

OPERATING
WITH
INTEGRITY
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Engaging with our stakeholders
Ladbrokes has a wide range of stakeholders from our employees, customers and investors to our
peers and regulators. All of these have an influence on our business. We engage proactively with
our stakeholders, both at Group level and more locally through our regions and businesses.
The table below illustrates their individual interests and some of the ways we engage.

WHO ARE WE TALKING TO?

WHAT ARE THEIR INTERESTS?

HOW DO WE ENGAGE?

Governments and regulators

–– Providing an enjoyable and safe
leisure experience;
–– Making sure we operate legally
and in a fair manner;
–– Minimising harm and maximising
player protection;
–– Ensuring that we protect the young
and the vulnerable; and
–– Reducing crime and unlawful behaviour.

–– Ongoing dialogue with regulators
and local authorities, in particular,
with regard to responsible gambling,
health, safety and security;
–– Liaison programme with MPs
and Ministers;
–– Regular communications with
members of the All-Party Parliamentary
Betting and Gaming Group;
–– Partnerships with GB Health & Safety
Executive and local authorities developing
the primary authority scheme;
–– Respond to formal regulatory
consultations; and
–– Suspicious activity disclosed to the
UK National Crime Agency and the
Gibraltar Financial Intelligence Unit.

Betting and gaming industry

–– Upholding responsible gambling
behaviours, harm minimisation
and player protection;
–– Maintaining responsible advertising
standards above and beyond
regulatory requirements;
–– Fostering integrity in sport;
–– Sustaining an economically
viable industry;
–– Attracting and developing quality
people to the sector;
–– Protection/enhancement of
the industry brand(s);
–– Regulatory compliance; and
–– Helping to protect the horseracing
and greyhound industries.

–– Members of the Association
of British Bookmakers and the
Remote Gambling Association;
–– Lead industry forums on CR issues,
e.g. Safe Bet Alliance;
–– Founder members of the Senet
Group, and sit on the Board,
promoting responsible gambling
and marketing standards;
–– Member of the Industry Group
on Responsible Gambling (IGRG);
–– Support responsible gambling
charities and research through
the Responsible Gambling Trust;
–– Sponsor horse and greyhound racing;
–– Sharing best practice with sports
bodies such as the Football Association,
Lawn Tennis Association and Sports
Betting Group
–– Members of the Horserace Betting
Levy Board and Bookmakers’
Committee; and
–– Voice of the supplier programme,
working with partners and
suppliers to improve products
and business performance.

Including:
–– GB Department of Culture,
Media and Sport;
–– GB Gambling Commission and
Sports Betting Intelligence Unit;
–– GB Health & Safety Executive;
–– Belgium Gaming Commission;
–– Governments of Gibraltar, the Republic
of Ireland and Northern Ireland,
Australia and Denmark;
–– Regional governments in Spain; and
–– Local authorities.
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Engaging with our stakeholders continued
WHO ARE WE TALKING TO?

WHAT ARE THEIR INTERESTS?

HOW DO WE ENGAGE?

Investors

–– Provide open, honest and fair
business relationships;
–– Manage material issues and risks;
–– Grow our business sustainably
and for the long term; and
–– Continue making profits for shareholders.

–– Annual report and accounts
and CR reports;
–– Investor roadshows, AGM;
–– Face-to-face dialogue;
–– Socially responsible investment
research; and
–– CR indices and disclosures,
including the DJSI and FTSE4Good.

Communities

–– Provide a safe place to spend leisure time;
–– Reduce crime and unlawful behaviour;
–– Paying our taxes and contributions to
the economy;
–– Helping to protect the horseracing
and greyhound industries; and
–– Caring for the society we live in
and the environment.

–– Active members of Safe Bet Alliance –
a collaborative venture between the
ABB, Metropolitan Police, Local
Authorities Coordinators of Regulatory
Services and the Community Union;
–– Work in partnership with the Association
of Business Crime Partnerships;
–– Supporting local communities and
national charities through Ladbrokes
Charitable Trust (LCT) and Ladbrokes
Community Fund (LCF);
–– Founder of Citizencard; and
Active partner of crime-fighting
charity Crimestoppers.

Customers

–– Best prices and product portfolio;
–– Excellent customer service;
–– An enjoyable and safe leisure experience;
–– Fairness and integrity in betting and
gaming; and
–– Financially safe transactions.

–– Voice of the Customer programme;
–– Product trial groups and focus groups;
–– 24/7 customer service team;
–– WOW! customer service nominations
and feedback;
–– Live feedback facility across
all platforms;
–– Mystery shopper programme; and
–– In-shop, telephone and online
help and support.

Employees

–– Good, secure jobs with competitive
pay and benefits;
–– A family friendly and flexible business;
–– Opportunities for learning and progression;
–– A safe place to work;
–– Minimising financial liabilities for the
Company; and
–– Reducing crime and unlawful behaviour.

–– Colleague Forum and other
consultative groups e.g. relay
group of senior managers;
–– Internal briefings, webinars
and telephone feedback;
–– Employee e-newsletters,
e.g. the Score and Heartbeat;
–– ‘Speak Up’ feedback;
–– Training and development
opportunities; and
–– Health & Safety committees.
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Materiality analysis
ASSESSING WHAT IS IMPORTANT TO US
The betting and gaming landscape is continually
evolving and to remain leaders in our industry,
Ladbrokes has had to change with it. Expanding
our multi-channel offerings and entering new
markets and jurisdictions are some of the ways
we are keeping pace with the industry. Each of
our new offerings and markets brings new
challenges – some of which have implications
for our CR programme, both locally and globally.
We regularly review what’s important to us, and
our major stakeholders, to determine any actions
we need to take.
This year we took stock again. We carried out a
formal materiality analysis to see if we had missed
anything within our current CR programme.
We identified a range of themes and emerging
societal issues that may have some relevance to
Ladbrokes.

We then considered how important these issues
were to our stakeholders (employees, customers,
shareholders, regulators and the general public)
and how much they are, or could be, a key driver
for the business.
Due to the sensitive nature of the issues, we have
anonymised the exact details in the matrix below
but reassuringly, there were no surprises among
the results. The areas identified for our greatest
focus included the promotion of responsible
gambling behaviours, providing better player
information and harm minimisation strategies,
especially around machine play, ensuring the
safety of our staff and customers and overall
crime prevention. This chimes well with the two
non-negotiables of our new Chief Executive:
responsible gambling and health and safety,
and builds on the issues research completed
with our key investors in previous years.

CR Materiality matrix
HIGH

Economics
Ethics
Governance and risk
Responsible gambling
Customers
Workforce and
labour standards
Community and society

Stakeholder imporatnce

Wider human rights

LOW

Relevance to business and company

HIGH
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Performance highlights
ACTIVITIES

HIGHLIGHTS OF 2015

Promoting responsible
gambling

–– Launched the Ladbrokes Responsible Gambling Policy.
–– Helped establish an update to the ABB Responsible Gambling Code incorporating
new requirements for advertising and player protection. The 2015 Responsible
Gambling Code includes best practice standards for the use of behavioural data to
identify customers who may be developing problems with their gambling based on
agreed markers of harm – this measure will enable shop staff to engage earlier with
customers who may be at risk.
–– Been active members of the Senet Group and continued to run a high impact TV
and advertising campaign to educate people about the risks of gambling and how
to stay in control.
–– As a member of the Industry Group on Responsible Gambling (IGRG), launched a
number of new initiatives including an update to the Industry Code for Socially
Responsible Advertising.

A recognised brand in
the marketplace

–– Maintained our position as the leading betting brand with 28% of GB adults
spontaneously citing Ladbrokes before any other brand. The nearest competitor
was at 12%.

Supporting self-exclusion

–– Piloted cross-industry self-exclusion schemes in Glasgow, Kent and London.
Through these pilot schemes, any customer who visits one of the participating
shops and feels they are getting into difficulty with their gambling can
now ‘self-exclude’ by contacting a central team of advisers, who will then tailor their
self-exclusion based on locations they frequently visit. These pilot schemes are playing
a key part in developing a national cross-operator scheme that will be rolled out to all
bookmakers during the spring of 2016.

Harm minimisation
and player protection

–– Continued the retail algorithm work to detect problem gambling patterns and the
launch of a responsible gambling matrix, so that we now have systems working
across retail and digital.
–– Launched a new Player Awareness Systems (PAS) initiative to minimise harm on
machine play. The PAS initiative is a response to Responsible Gambling Trust (RGT)
research in 2014 that showed it was possible to distinguish between problem and
non-problem gambling behaviour by players using electronic gaming machines in
licensed betting offices. All members of the ABB have signed up to the initiative,
which is believed to be a world first in retail betting.

Effective internal
governance of CR

–– Completion of the first full year of the Social Responsibility (SR) Board Committee.
–– Developed key performance indicators to reflect responsible gambling imperatives
in executive remuneration. A major step for us and a first within the sector.
––Expanded the Responsible Gambling Team at our Gateshead Audit Centre to provide
further insight to support our Retail algorithm.
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Performance highlights continued
ACTIVITIES

HIGHLIGHTS OF 2015

Supporting equal opportunities –– Extension of the Females in Leadership programme, offering mentoring opportunities
and increasing the visibility of senior female role models.

Employees of the future

–– Continuation of the UK-wide apprenticeship scheme, now in its third year. In 2015
we received over 13,200 applications, with a selection of 419 eventually joining us.

Protecting our data and
our assets

–– Launched a comprehensive cyber security programme based on the UK government’s
10 Steps to Cyber Security, and a new information security web portal to help educate
our employees and tell them what they need to know to minimise our risks.

External benchmarking

–– Continued external recognition with both FTSE4Good and the Dow Jones
Sustainability Indices, validating our sector-leading approach to CR across the
full range of social and environmental issues. Included in the Dow Jones Sustainability
World Index for the 13th year in succession as the only European betting and
gaming company.

Assessing risks across
our supply chain

–– Increased visibility of the CR risks in our supply chain and engagement with
suppliers in specific locations to improve standards. Held a second supplier
day with our strategic suppliers (Top 50) to discuss Ladbrokes’ expectations.

Working in partnership

–– Development of our excellent partnerships with external stakeholders such as
Crimestoppers, the Association of Business Crime Partnerships (ABCP), the
Safe Bet Alliance and our three Primary Authorities, Liverpool City Council
(for health & safety), Merseyside Fire & Rescue (for fire safety) and Milton Keynes
(for age-restricted products).

Supporting our communities

–– Another impressive year for the Ladbrokes Charitable Trust, running fundraising
and awareness campaigns across our retail estate and in head office with major
donations going to Marie Curie Cancer Care (£60k), Cancer Research UK (£135k)
and the Starlight Charity (£50k).

Minimising our impact on
the environment

–– Reducing our global carbon footprint by 11% from 2014.
–– Upgrade of all UK shops to 100% LED lighting, reducing our electricity usage
substantially year on year.
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Performance highlights continued
OBJECTIVES

2015 PROGRESS

2016 PLANS

Leading the way in responsible betting and gaming
Responsible
betting and
gaming
business
Completed

–– Furthering the work of the SR Board
–– Rolled out the Ladbrokes Responsible
Committee and monitoring and refining
Gambling Policy;
the responsible gambling KPIs for
–– Implemented a set of KPIs to help
executive remuneration.
us link executive remuneration with
–– Continuing the implementation of
responsible gambling performance;
the ABB Code and related SR work,
–– Supported RGT research to help
including developing our algorithms to
identify markers of harm in online
incorporate a multi-channel approach to
gambling behaviours;
–– Further developed our algorithms to detect monitoring customer activity and spend.
signs of potential problem gambling; and –– Continuing to fund the Responsible
Gambling Trust (RGT) to support further
–– Continued to contribute to responsible
research, education and treatment.
gambling charities important in our
local markets.

Having a positive impact on our communities
Customers

––	Beginning to extend the Ladbrokes
Experience to cover Ireland, other
Partially completed
locations will follow; and
–– Maintained position as the number
one betting brand in the UK.

Employees
Completed

Communities

Partially completed

–– Created a global grading system and
cross divisional advertising of vacancies,
thus encouraging increased internal
mobility of employees across
geographies and business lines; and
–– Devised and implemented action
plans for specific business areas and
geographies in response to 2014
Colleague Opinion Survey results.

–– Continue to develop the multi-channel
offering ‘One Ladbrokes’;
–– Continue the Voice of the Customer
programme to provide input to
product and service development.
–– Repeat the biennial Colleague
Opinion Survey;
–– Launch a new learning and
development policy for the group;
–– Continue the diversity and equal
opportunity training programme for
all locations;
–– Launch the ‘Retail Experts’ programme,
training one sports expert in every
shop by the end of 2016;
–– Expand the Ladbrokes apprenticeship
programme and partner with the
Coalfields Regeneration Trust as the
preferred delivery partner.

–– Continuing to develop a more strategic
–– Continued our partnership with the
approach to community engagement
Coalfields Regeneration Trust (CRT)
and investment, which helps address
supporting the Family Employment
local issues and meet the needs of the
Initiative (FEI) in the Dearne Valley,
business and the local community.
donating £32,000 in 2015.
–– Our employees raised more than £365,000
for Ladbrokes Charitable Trust, which in
turn donated £348,000 to charities. Major
amounts were given to Cancer Research
UK (£135,000), Marie Curie Cancer
Care (£60,000) and the Starlight
Charity (£50,000)
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Performance highlights continued
OBJECTIVES

2015 PROGRESS

2016 PLANS

Operating with integrity
Supply chain

–– Rolled out the new SRM system and held –– Further engagement with key
suppliers on social and environmental
a second supplier day with our strategic
Partially completed
standards will be carried out in 2016.
partners; and
–– Further engagement with key suppliers
on social and environmental standards
will be carried out in 2016.

Environment
Completed

Security
Completed

–– Completed programme to convert all
UK shops to 100% LED lighting and
reduced our UK energy use by 3%;
–– Reduced our group carbon footprint
by 11%.

–– Refurbishing a further 250 shops,
including replacing over 150 CRT
(Cathode Ray Tube) systems with
LED TVs.
–– Capitalise on our new energy
dashboard system, targeting high
using shops and encouraging
colleagues not to waste energy;
–– Maintain zero growth in
absolute emissions.

–– Launched a comprehensive cyber
security programme based on the
UK government’s 10 Steps to
Cyber Security;
–– Responded to pending 4th EU anti
money laundering directive; and
–– Developed a new group-wide
anti-money laundering policy.

–– Complete the cyber security
programme roll-out, addressing all
10 Steps;
–– Gearing up for any implications
of the 4th EU anti-money
laundering directive.

Health & Safety –– Carried out a review of Health and

Safety management across our
Partially completed
business; and
–– The first bookmaker to agree to
a Primary Authority partnership on
Fire Safety with Merseyside Fire &
Rescue Services.

–– Implement the recommendations
from the review of Health and Safety
management across our business.
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Leading the way in responsible
betting and gaming
We have always placed great
emphasis on being a responsible
business, advocating and
maintaining high standards
across our sector.
2015 OBJECTIVES
• Roll-out of the Ladbrokes Responsible Gambling
Policy (Completed).
• Implement a set of KPIs to help us link executive
remuneration with responsible gambling
performance (Completed).
• Support RGT research to help identify markers of
harm in online gambling behaviours (Completed).
• Develop our ability to detect signs of potential
problem gambling through algorithms (Completed).
• Continue to contribute to responsible gambling
charities important in our local markets (Completed).

PLANS FOR 2016
• Furthering the work of the SR Board Committee and
monitoring and refining the responsible gambling KPIs
for executive remuneration.
• Launch a multi-channel approach to player protection
by establishing a centre of excellence to create a single
view of customer behaviour.
• Continuing the implementation of the ABB Code and
related SR work, including developing our algorithms
to incorporate a multi-channel approach to monitoring
customer activity and spend.
• Begin to use insight from Grid loyalty customers to inform
and influence anonymous play on machines in shop.
• Continuing to fund the Responsible Gambling Trust (RGT)
to support further research, education and treatment.

Our activities during 2015 have continued to
support this aim. We have been working across
our industry to push the boundaries of our
understanding of responsible gambling behaviours
and the options for harm minimisation. We are
active participants of the Association of British
Bookmakers (ABB), the Remote Gambling
Association’s (RGA) responsible gambling
committees and the Industry Group on
Responsible Gambling (IGRG), and we were were
key instigators in setting up the Senet Group.
Through our involvement in several industry
working groups, we have:
–– Established an update to the ABB Responsible
Gambling Code incorporating new
requirements for advertising and player
protection. The 2015 Responsible Gambling
Code includes best practice standards for the
use of behavioural data to identify customers
who may be developing problems with their
gambling based on agreed markers of harm
– this measure will enable shop staff to engage
earlier with customers who may be at risk;
–– Piloted cross-industry self-exclusion schemes
in Glasgow, Kent and London. Under these
schemes, any customer who visits one of the
participating shops and feels they are getting
into difficulty with their gambling can now
‘self-exclude’ by contacting a central team of
advisers, who will then tailor their self-exclusion
based on locations they frequently visit; and
–– Launched a new Player Awareness Systems
(PAS) initiative to minimise harm on machine
play. The PAS initiative is a response to RGT
research in 2014 that showed it was possible
to distinguish between problem and nonproblem gambling behaviour by players using
gaming machines in licensed betting offices.
All members of the ABB have signed up to the
initiative, which is believed to be a world first in
retail betting.
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Leading the way in responsible betting and gaming continued
As founding members of the Senet Group, an
independent body set up to promote responsible
gambling standards, we have helped to run a high
impact TV and advertising campaign to educate
people about the risks of gambling and how to
stay in control. We are fully aligned with the GB
Gambling Commission’s objectives to ensure that
gambling is crime free, fair and open and children
and vulnerable people are protected and indeed
commit to these objectives across the whole of
our business wherever we operate. In 2015 the
Gambling Commission conducted a series of
corporate evaluations. We were one of the first to
be evaluated. While no major issues were identified,
a number of areas of the business were marked
for improvement. Using the feedback given, we
continue to monitor and review our progress
in those areas.
Our policy on responsible gambling:
LADBROKES:
• believes gambling should be a fun experience
• believes an informed customer is responsible for
their own behaviour
• believes that customers should be encouraged and
assisted to stay in control
• is committed to spotting potential problem gamblers
and helping them to help themselves away from harm
• will only promote our products and services in a responsible
manner and will not target young or vulnerable people
• expects responsible behaviour of every colleague and will
continually train them to help people experiencing harm
• is committed to raising awareness of responsible gambling
• is serious about our responsibilities and our senior
business leaders have remuneration linked to
responsible gambling targets

SHOP WINDOW ADVERTISING
DEDICATED TO RESPONSIBLE
GAMBLING MESSAGES

20%

Incentivising responsible behaviours
Our Board Committee to oversee delivery against
our responsible gambling objectives has continued
to evolve. The SR Board Committee is led by
Sly Bailey, and comprises two independent
non-executive directors, with the Chairman and
the Chief Executive in attendance. Following our
commitment in 2014, we have now established
KPIs to link executive remuneration with
responsible gambling performance. This is a major
step for us and a first within the sector. This year
we have focused the KPIs on: the roll-out of our
responsible gambling policy especially around
colleague understanding and engagement;
successful implementation of the DCMS
regulations on machine play with stakes over
£50; implementation of the Senet Group guidelines;
and development of our own trial algorithm on
responsible gambling. We recognise that many
of the targets are focused on the short term and in
implementing new codes and systems, which will
also continue into next year. In the future, we would
like to establish KPIs which are directly linked to the
ongoing responsible performance of the business
and this is something we are currently working on.
Developing our algorithms to detect
problem gambling
Late in 2014 we embarked on a pilot study to
track customer behaviour and intervene when we
suspect problem gambling might be occurring.
Using data from customer loyalty cards, we
systematically assessed the gambling habits of
approximately 8,000 shop customers on a weekly
basis. We defined a set of rules that may indicate
a player showing signs of problem gambling and
monitored individual players’ behaviour against
these. During 2015 we dedicated more resources
to this algorithm trial, expanded the coverage,
experimented with different ways of intervening
and teamed up with external partners for greater
insights. We also developed a separate algorithm
for our Digital customers. Having said that, we are
increasingly taking a multi-channel approach to
customer development, including offers and
promotions and hence need to take a multi-channel
approach to monitoring customer behaviours.

Ladbrokes plc Corporate Responsibility Report 2015

14

Performance update

Leading the way in responsible betting and gaming continued
In an industry first, our algorithm trial now covers
OTC transactions as well as machines and is in
operation across the UK estate. Our aim is not only
to detect and intervene when problem gambling
occurs, but to identify the trajectories that lead to
such behaviour. If we believe a customer is on a
trajectory towards harm, then we will interact with
them to try and prevent this from happening.
Positive interactions with our customers
This year we have continued to implement the
ABB’s Responsible Gambling Code across our
business. The Code highlights four areas for
improved performance:
–– Providing adequate information on how to
gamble responsibly;
–– Providing tools to help customers better
control their activity;
–– Training staff to detect signs of potential
problems; and
–– Undertaking central analysis of data to
spot signs of abnormal activity.
We have stepped up the promotion of
responsible gambling messages. As part of
this, we have introduced more prominent, more
frequent and clearer messages on staying in
control in our shops, on our machines and
across our Digital estate. This has resulted in
more customers making self-exclusions. On the
other hand, levels of interaction regarding problem
gambling have normalised following increased
activity in 2014 when ‘set limits’ was introduced and
we commenced our Positive Interaction training.
Supporting research, education
and treatment
We promote multiple harm minimisation initiatives
through our support of the Responsible Gambling
Trust (RGT). Organisations that benefited from
RGT funding in 2015 included GamCare, the
National Problem Gambling Clinic (CNWL)
and the Gordon Moody Association.
Our total contribution to RGT amounted to
£682,500 in 2015.

Keeping crime out of gambling
Reducing crime and anti-social behaviour
remains a key priority for us. Our efforts to
date have been focused on machine damage,
monitoring customer behaviour in and around
our shops and eliminating gambling related
crime (such as money laundering). We have also
continued to be vigilant and active on all matters
relating to sporting integrity. Ladbrokes’ dedicated
Anti-Money Laundering (AML) team ensures
compliance with AML and anti-terrorism financing
legislation wherever we operate. To this effect, we
have established a comprehensive compliance
programme, including detection and monitoring
systems across all our business activities.
Betting shops have some of the lowest levels
of crime among high street retailers. However,
during 2015 we were unfortunate to have a
serious incident involving the attack of one of
our employees. This is currently the subject of
an ongoing criminal prosecution by the Crown
Prosecution Service against the attackers.
Within our retail estate, we have updated our
policy to ensure that single scheduling in evenings
happens on a voluntary basis only.
Where possible, we work in partnership with
local authorities and other bodies to ensure
gambling remains crime free. Our partners
include Crimestoppers, the Association of
Business Crime Partnerships and the Safe Bet
Alliance (SBA). We also continue to support the
SBA’s National Standards for Bookmakers.

DJSI RATING
OF OUR APPROACH TO PROMOTING
RESPONSIBLE GAMBLING

OUR TOTAL CONTRIBUTION
TO THE RESPONSIBLE GAMBLING
TRUST IN 2015

100%

£682,500
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Leading the way in responsible betting and gaming continued
Benchmarking our performance
We continually compare our performance with
that of our peers through external benchmarking
and peer review. We actively engage with two
investor indices, the Dow Jones Sustainability
Index (DJSI) and FTSE4Good – both provide
us with benchmarking information on our CR
and sustainability programmes. For the 13th
consecutive year we have been a constituent of
the DJSI, an elite index for responsible companies.

We are the only European betting company
included in the prestigious World Index,
achieving maximum scores of 100% for our
approach to responsible gambling and our anticrime measures. Since 2002 we have also been
a member of FTSE4Good. This year we were
ranked in the 99th percentile of companies in our
industry segment, achieving maximum scores for
customer responsibility and corporate governance.

RESPONSIBLE BETTING AND GAMING
KPI

Customer interactions regarding problem gambling
Self-exclusions made
Cash and in-kind contributions towards responsible gambling charities
DJSI rating of our responsible gambling measures

2015

2014

2013

75,263
34,065
£682,500

733,048
22,191
£682,500

14,794
14,798
£680,885

100%

100%

100%
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Having a positive impact
on our communities
Maintaining positive
relationships with all our
stakeholders is key to the
future success of Ladbrokes.
We see our communities as
those people that are affected
directly by our business and
have an influence over how
we operate, including our
customers, employees
and neighbours.
CUSTOMERS
2015 OBJECTIVES
• Extend the Ladbrokes Experience to cover Ireland,
our global contact centres and our Stadia business
(Partially completed).
• Maintain position as number one betting brand in UK
(Completed).

PLANS FOR 2016
• Continue to develop the multi-channel offering
‘One Ladbrokes’.
• Continue the Voice of the Customer programme to
provide input to product and service development.

One Ladbrokes
Our customers and their betting and gaming
habits continue to evolve, both on the High Street
and in the digital world. Customer expectations
of a good retail offer are constantly changing
and we will continue to innovate and to build
a multi-channel experience. We refer to this
approach as ‘One Ladbrokes’. We are aiming for
all our channels to be consistent and to create a
unified customer experience whenever, wherever
and however our customers choose to access
our services.
Over the past five years, we have learnt lots of
lessons from our loyalty card ‘Odds On’ which
has now been phased out. This year we have
launched a new and enhanced benefits
experience for in shop betting, The Grid. Being
a member of The Grid provides our customers
with preferential offers at Ladbrokes, together
with wider benefits such as discounts for other
leisure activities, e.g. cinemas, restaurants and
sporting events. If our customers choose to link
their retail and digital activities together, members
of The Grid can accumulate benefits through all
platforms. Our Grid app on mobile platforms also
allows retail customers to track their bets when
they are on the move. This allows them to keep
in touch with their betting throughout the day and
access their winnings without having to return to
the shop. This is proving to be very popular and
we have had over one million users since its
launch in 2015.

Ladbrokes plc Corporate Responsibility Report 2015

17

Performance update

Having a positive impact on our communities continued
The Ladbrokes Experience
Our ‘Ladbrokes Experience’ programme within
our UK Retail operation has been a success.
We are beginning to roll it out to our other
operations in Ireland, our contact centres in
London, Gibraltar and Manila as well as our Stadia
business. The programme empowers employees
to provide exceptional customer service by
developing their knowledge of our products and
embracing a culture of coaching. Ladbrokes
Experience also sets out higher standards for the
look and feel of our shops, underpinned by a strong
sense of social responsibility.
In the UK Retail business, we are aiming to increase
our appeal to a wider recreational customer and
want to put sports betting and sports expertise
back at the heart of our offer. As a result, we have
rolled out tablets to every shop to help promote
better communication, training and product
knowledge. We have also begun the process of
identifying sports experts in every marketplace to
help create the strongest sports betting proposition
on the High Street.
Our Voice of the Customer (VoC) programme
provides us with continual feedback on how we
are doing. VoC covers all retail and digital channels,
tracks feedback on our products and solicits
customer satisfaction on a monthly basis. We also
run a voluntary panel of around 5000 customers
who provide us with more detailed information
through a monthly survey. In addition, we use an
independent research agency to gather feedback
from our retail and digital customers on their
overall experience with Ladbrokes.

All feedback is taken seriously and leads to
improvements in the way we do business. It is
even more important to get external validation that
we are doing well. Every year, Kantar, an external
market research agency, runs an independent
study of the betting industry across all our main
competitors providing valuable insights into the
market and customers’ usage and attitudes.
In 2015, Ladbrokes achieved the highest
rated Customer Service scores amongst our
online competitors for both ‘Friendly’ and
‘Knowledgeable’ service. Two of the most
important factors when customers are choosing
an online company. This chimes with the increase
we have seen in our Net Promotor Score and the
reduction in overall customer complaints.
The complaints relating to a gambling transaction
have increased due to improved reporting and the
addition of our remote GB business activities.
Remaining a strong brand in the
marketplace
Our ‘Ladbrokes Life’ branding remains strong
and enables us to personalise our promotions
by celebrating the characteristics of different
betting customers.
In an increasingly crowded market, we take pride
in maintaining our position as the leading betting
brand in the UK. 28% of GB adults spontaneously
cited Ladbrokes before any other company in 2015,
with the nearest competitor coming in at 12%.

CUSTOMERS
KPI

Net Promoter Score
Unprompted brand recognition
Customer complaints
Customer complaints which specifically relate to a gambling transaction

2015

2014

2013

42%
28%
10,740

37%
31%
12,813

40%
32%
8,638

4,293

469

1,177
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Having a positive impact on our communities continued
EMPLOYEES
2015 OBJECTIVES
• Increase internal mobility of employees across geographies
and business lines (Completed).
• Devise and implement action plans for specific business
areas and geographies in response to Colleague Opinion
Survey results (Completed).

PLANS FOR 2016
• Repeat the biennial Colleague Opinion Survey.
• Launch a new learning and development policy for the group.
• Continue the diversity and equal opportunity training
programme for all locations.
• Launch the ‘Retail Experts’ programme, training one
sports expert in every shop by the end 2016.
• Expand the Ladbrokes apprenticeship programme and
partner with the Coalfields Regeneration Trust as the
preferred delivery partner.

Gender diversity
Group board

25%

2015

22%

2014

Directors of Group companies(1)
13%

7 out of 55

2015

15%

11 out of 73

2014

Senior managers(2)
20%
19%

2015

50 out of 255

2014

45 out of 240

All employees(3)
53%
55%

7,403 out of 14,055

6,817 out of 12,396

2015
2014

(1)	2014 data restated to be the number of individuals who were directors of Group companies rather
than the number of directorships.
(2)	The top four management grades, including those who were also directors of Group companies.
(3) 2015 data includes UK, Ireland, Gibraltar and Australia. 2014 data for the UK only.

As our international operations continue to grow,
it’s important that our people have plenty of
reasons to be excited about working at Ladbrokes
and grow with us.
From the moment someone joins us, training and
career progression is our top priority. We are proud
of our ‘grow our own’ approach and we offer all of
our people every opportunity they need to develop
and progress with us. Our Chief Executive,
Jim Mullen is a case in point, since he started life
in the industry working as a retail assistant in a
shop in Glasgow.
Employee policies and standards
Although we have become an international
business with colleagues in 15 countries
worldwide, the majority are still employed in
Great Britain and Ireland (93%). Our policies
remain consistent with the requirements of the
Universal Declaration on Human Rights and the
spirit of the International Labour Organization
core labour standards. We are constantly
reviewing our workplace policies and during
2015 have been standardising them across our
businesses, creating a global employee framework.
This not only makes sure everyone is on a level
playing field, it also enables team members to be
more mobile and even take up opportunities in
other parts of the world.
Learning with Ladbrokes
During 2015 we further developed our learning and
development programmes, across all our grades,
and a total of 12,643 employees received training in
2015. We are making sure our new employees are
embedded into our business and up to speed as
quickly as possible and helping colleagues to be
match fit for their roles in Ladbrokes whether this
be their personal skills or role related technical
skills. We are giving our managers and leaders
the opportunities to grow and progress while also
identifying, supporting and developing our talent
and future leaders.
Ladbrokes is an inclusive, people-driven business.
As our international operations grow, we recognise
the need to identify, retain and promote talent from
a variety of backgrounds. We still have a way to go
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Having a positive impact on our communities continued
to increase the diversity of our senior teams.
As a result, we have extended our ‘Females in
Leadership’ programme, offering mentoring
opportunities and increasing the visibility of
senior female role models. To support this we
have also developed a new Diversity and Inclusion
training package which will be rolled out across
the business over the next two years.
Developments over the coming year will focus
on our new ‘Retail Experts’ programme, making
sure that we have a sports expert in every shop,
extending our apprenticeship programme and
developing a new graduate development
programme to be launched in 2017.
Rewarding our star performers
“We’ve got some extremely talented and spirited
people at Ladbrokes, who throughout this year
have demonstrated passion for sports betting
and for Ladbrokes, and have consistently put
in 100% to drive success for our business. It is
those individuals and the qualities they possess
that will get Ladbrokes back to what we know
best. For that reason, it’s extremely important
to me that we recognise and reward our
outstanding performers.”John M Kelly Chairman

We were also pleased that for the second year
running, one of our shop managers, Matt Howe,
has won the Racing Post 2015 Betting Shop
Manager of the Year competition. Matt has
worked for the company for 10 years and takes
the helm from Adam Hurley, last year’s winner.
Employees of the future engaging
with our communities
The Ladbrokes UK-wide apprenticeship scheme is
in its third year and has grown steadily. We received
over 13,200 applications to join the scheme in
2015, with a selection of 419 eventually joining us.
We lifted the maximum age-restriction of 24 years
so that any talented candidate could secure a
place. The 12-month, fully supported, development
programme provides candidates with accredited
training in customer service, literacy and numeracy
and responsible gambling. Upon completion,
successful apprentices obtain an NVQ Level 2
in Customer Service and a position in one of our
shops. We are extending this programme during
2016, in conjunction with one of our charity
partners The Coalfields Regeneration Trust.
There is more on this in our communities
section below.
Full time and part time employees
(UK only) As at 31 December 2015

Our Serious About Service awards, held in
November each year, are designed to recognise
and reward colleagues who have truly gone the
extra mile for our company over the last 12 months.
We present over 20 awards on a star studded night
to celebrate the champions across the business.
In November we also hold our Long Service
awards and this year we had over 100 colleagues
celebrating their 20, 30 and 40 year milestones with
the company.

Age breakdown(1)

<25
25-34
35-44
45-54
55-65
>65
(1) UK employees only

% Headcount

25%
32%
17%
14%
10%
2%

Years of service(1)

0-4
5-9
10-14
15-19
20-24
25-30
>30
(1) UK employees only

Full time 29%
Part time 71%

% of total

53%
21%
12%
6%
3%
3%
3%

Employees by location

UK
Ireland
Spain
Belgium
Australia
Gibraltar
Other

%

86%
8%
2%
1%
1%
1%
1%
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Having a positive impact on our communities continued
Employees from ethnic minority groups in Ladbrokes
compared to the average UK population(1)
2015

2014

2013

Total employees(1)

Ladbrokes

2015

2014

14,765

14,428

2013

UK average
16,000

20
18

14,000

16

14.9%

14

13.1%

14,950

12,000

13.1%

10,000

12
10

8,000
8%

8

8%

8%

6,000

6
4,000

4

2,000

4

0

0
(1) UK employees only (86% of total employees).

(1)	Full and part-time employees in continuing operations as at 31 December,
including joint ventures.

EMPLOYEES
2015

2014

2013

Employees worldwide(1)

KPI

14,765

14,428

14,951

Female employees(1),(4)

52.7%

55.0%

55.7%

Employees from ethnic minority groups(1),(2)

13.1%

13.1%

14.9%

Average turnover for shop staff(2)

28%

28%

33%

Average turnover for middle managers(2)

24%

23%

35%

12,643

13,520

5,123
£544,000

Employees receiving training(2)

£450,000

£617,000

Sickness days per employee(3)

6.3

8.5

7.3

Employee Engagement Index

N/A

65%

N/A

Annual spend on training(2)

(1)
(2)
(3)
(4)

Full and part-time employees in continuing operations as at 31 December, including joint ventures.
UK employees only (86% of total employees).
Consolidated data for UK, Ireland and Gibraltar.
2015 data covers UK, Ireland, Gibraltar and Australia. 2014 and 2013 data is UK only.
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Having a positive impact on our communities continued
COMMUNITIES
2015 OBJECTIVES
• Develop our ability to partner with community organisations
around strategic programmes (Partially completed).

PLANS FOR 2016
• Develop a more coherent community strategy, forging
stronger links with the Coalfields Regeneration Trust
and maximising our community impacts.

Glasgow
Our social and economic contribution
We have been a significant employer and investor in the
Glasgow area since the late 1960s. Our presence in Glasgow
makes a difference not only to our direct customers and
employees, but to the wider community. Below are some
key figures.

Glasgow

Economic contribution to society
At Ladbrokes we employ over 14,700 people
across 15 countries, contributing substantially to
economic activity and employment wherever we
do business. According to research conducted
in 2013, the UK betting industry directly accounts
for £2.3 billion toward GDP and 38,800 full-time
equivalent jobs. The indirect economic footprint
is even greater, amounting to £5 billion and
around 100,000 full-time equivalent jobs in total.
In 2015, Ladbrokes paid a total of £264m in wages
and salaries, of which £232m was in the UK.
We also spent more than £1.4m on sponsorships in
the UK, generating both excitement for sports fans
and jobs in the communities in which we invest.
Our tax impacts
Tax revenue is vital to economic prosperity and
social stability. We recognise that our contribution
to governments and national finances through
the taxes we pay is important and significant.
Our approach to tax payments and disclosure
is guided by the four principles below:
–– Complying with and following the law in all
countries of operation;
–– Being transparent in our reporting of tax affairs
to all our stakeholders, meeting all regulatory
requirements and reflecting best practice;
–– Engaging proactively and openly with local and
national tax authorities; and
–– Driving sustainable returns for our shareholders.

PAY BILL

LOCAL TAXES,
NI & PAYE

SPEND
WITH SUPPLIERS(2)

£6.8m £2.3m £5.2m
SHOPS

FTEs(1)

JOBS

90

367

486

(1) Full Time Equivalents.
(2) Pro-rata estimate from central UK purchasing data.

We take part in PwC’s Total Tax Contribution
survey, an annual benchmarking exercise
comparing the total tax contribution and wider
socio-economic impacts of some of the biggest
companies in the UK. Of the 100 companies taking
part in the assessment, Ladbrokes is among the
smallest when measured by market capitalisation.
However, the 2015 results show that Ladbrokes
punches well above its weight, ranking 26th for
taxes borne in the UK and 57th for wages and
salaries paid in the UK. It is clear that the betting
sector is heavily taxed. In 2015 our effective
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Having a positive impact on our communities continued
tax-rate on profits amounted to 86%. This covers
tax contributions of over £20m to local councils in
the UK and over £277m in taxes to the UK Treasury
and the greyhound and horse racing industries.
Internationally, we paid an additional £42.8m in
taxes across our markets of operation.
Supporting communities and causes
We have developed our ability to partner with
community organisations around strategic
programmes. During the past year, we continued
our partnership with the Coalfields Regeneration
Trust (CRT). Since 2012 we have been proud
supporters of the Family Employment Initiative (FEI)
in the Dearne Valley, to which we donated £32,000
in 2015. The programme exists to support people
getting back into work, training or volunteering
opportunities in Britain’s former mining
communities. The closure of the last deep coal
mine in Britain in December 2015 marked the
end of an era for an industry that once employed
hundreds of thousands of people. Our donation
will enable the continuation of the CRT’s bespoke
employability programme, supporting the
appointment of a full-time CRT Community
Employment Adviser. We are also taking steps to
align our own apprenticeship programme with the
specific needs of the CRT. As part of this, we will
be providing new apprenticeship placements in
areas of the country where the CRT are currently
operating. We are committed to helping to shape
positive futures in Dearne Valley and beyond.

In addition to the social and economic impacts
of our business operations, we also invest
significant resources in supporting charitable
causes. As firm believers in the power of local
engagement, we use the reach of our shop estate
and the enthusiasm of Ladbrokes employees to
raise funds for and awareness around worthwhile
causes. During 2015, our employees raised
£365,449 for Ladbrokes Charitable Trust, which
in turn donated £348,119 to charities. Major
amounts were given to Cancer Research UK
(£135,000), Marie Curie Cancer Care (£60,000)
and the Starlight Charity (£50,000), among others.
All our major charity partnerships are generally
designed to engage our customers and
employees, for example by using our shop estate
to distribute leaflets, carry posters and encourage
proactive behaviours, e.g. taking part in online
cancer awareness test. Since its inception in
2003, Ladbrokes employees have raised over
£7.8m for LCT.

COMMUNITIES
KPI

Net revenue(1)
Operating profit(1),(2)
Taxes paid(3)

2015

2014

2013

£1,195.5m

£1,158.9m

£1,111.2m

£80.6m

£125.4m

£138.3m

£340.5m

£282.1m

£268.7m

Wages and salaries(4)

£264.0m

£258.2m

£255.4m

Raised by employees for LCT in the UK

£365,449

£435,056

£469,230

£1,129,321

£1,156,112

£1,201,754

Donations by LCT in the UK

£348,119

£441,700

£453,454

Cash and in-kind to charitable causes, excluding LCT and donations towards responsible gambling charities

£316,803

£178,236

£308,751

Contributions by Ladbrokes – time resources given to LCT in the UK

(1) Continuing operations, excluding High Rollers.
(2) Profit before tax, net finance expense, and exceptional items.
(3)	Includes corporation tax, business rates, foreign tax, Machine Games Duty (MGD), Amusement Machine Licence Duty (AMLD), employers National Insurance Contributions (NIC),
VAT, and other duties and levies.
(4) Including pension contributions and share-based payment costs.
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Operating with integrity
It is important to us and
our stakeholders that we
operate responsibly and
with integrity across all our
business dealings and in
all jurisdictions. We have
comprehensive systems
in place to monitor and
manage both our social and
environmental performance.

ENVIRONMENT
2015 OBJECTIVES
• Complete programme to convert all UK shops to 100%
LED lighting (Completed).
• Zero growth in absolute emissions (Completed).

PLANS FOR 2016
• Capitalise on our new energy dashboard system,
targeting high using shops and encouraging colleagues
not to waste energy.
• Refurbish a further 250 shops, including replacing over
150 CRT systems with LED TVs.

As with any major business, our activities
have an impact on the environment. Our main
impact is caused by the electricity and gas used
on our premises. Fossil fuel consumption emits
greenhouse gases (GHG) which contribute to
climate change. Climate change in turn poses
a risk to our business, especially as we expand
into overseas markets.
Minimising our carbon footprint
Completed in August 2015, we successfully
converted all our UK shops to 100% LED
lighting. This was a major upgrade involving
the replacement of over 98,000 fittings across
1,800 shops. As a result, in 2015, the energy
usage of our GB shop estate decreased
by 3.3% while our total GHG emissions
decreased by 11%. This is a major reduction
and we expect to see further reductions in
future years. We expect the energy saving
over a full year to be equivalent to 17% of
our total UK energy consumption.
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Operating with integrity continued
Looking to 2016, the major focus will be to
capitalise on our new energy dashboard system,
targeting high using shops and encouraging
colleagues not to waste energy. We will also
be making significant updates to our TV and
air conditioning systems, keeping the positive
momentum going.
We continue to monitor and manage our other
environmental impacts, particularly around
water and waste. Our performance in these
areas remains strong.

Scope 1 and 2 GHG emissions
from our global operations in tonnes CO2e(1),(2),(3)
GB emissions

International emissions

42,419

2015

4,928

47,204

5,939

41, 331

6,429

2014

2013

(1) Based on 2015 UK Defra GHG reporting guidance and conversion factors and includes
Scope 1: direct emissions from the combustion of fuel and Scope 2: indirect emissions
from the purchase of electricity.
(2) Emissions from our global operations include those arising from our businesses in the UK,
Ireland, Belgium, Gibraltar and Spain. We are working on gathering GHG data for our other
overseas activities. We estimate (based on pro-rata headcount) that this will increase our
global GHG emissions by no more than an additional 3%.
(3) Excluding fugitive emissions from refrigerants, which represent less than 2% of GHG emissions
from our business operations.

ENVIRONMENT
KPI

Energy (kWh)(1)
GHG emissions (tonnes CO2e)(1),(3)
Shop waste recycled (tonnes)(2)
Proportion of shop waste recycled (%)(2),(4)
Average water use per shop (m3)(2)

2015

106,396,922
51,860

2014

2013

111,563,767(1) 109,402,110(1)
58,260(1)

52,488(1)

2,276

2,500

2,225

99

109

122

116

109

120

(1) Emissions from our global operations include those arising from our businesses in the UK, Ireland, Belgium, Gibraltar and Spain. We are working on gathering GHG data for our other overseas activities.
We estimate (based on pro-rata headcount) that this will increase our global GHG emissions by no more than an additional 3%.
(2) Data for GB only.
(3) Based on 2015 UK Defra GHG reporting guidance and conversion factors. Includes Scope 1: Direct emissions from the combustion of fuel, Scope 2: Indirect emissions from the purchase of electricity
and Scope 3: Indirect emissions from business travel and electricity transmission and distribution. Excluding fugitive emissions from refrigerants, which represent less than 2% of GHG emissions from
our business operations.
(4) We recycle waste brought onto our premises by customers; hence our recycled volumes can be higher than the waste we produce. The numbers include non-paper items such as pens, food packaging,
drinks cans, memos, timesheets, and other materials.
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Operating with integrity continued
SUPPLY CHAIN

SECURITY

2015 OBJECTIVES

2015 OBJECTIVES

• Roll-out of the new SRM system and engagement with
key suppliers on social and environmental standards
(Partially completed).

• Develop Ladbrokes’ strategic approach to cyber
security (Completed).

PLANS FOR 2016
• Further engagement with key suppliers on social and
environmental standards will be carried out in 2016.

• Improve our commitment to harm minimisation
programmes (Completed).

PLANS FOR 2016
• Complete the cyber security programme roll-out,
addressing all 10 Steps.
• Gearing up for any implications of the 4th EU anti-money
laundering directive.

Our new Supplier Relationship Management (SRM)
framework has been rolled out across all our top 50
suppliers during 2015. This new framework enables
us to manage our strategic supplier relationships
more proactively and focus our efforts on making
more of these key partnerships. We piloted the
system with five of our contractors during 2014
and feedback was good.
Through the SRM system we carry out an active
risk assessment of our strategic suppliers and make
sure they meet with our standards.
In October 2015 we held our second supplier day
with the same top 50 suppliers, as part of our Voice
of the Supplier programme. They had a chance to
meet our new Chief Executive and the senior team
and hear about our new business strategy. The day
also gave them an opportunity to give us feedback
on how we manage our supply chain and their
views on the new SRM system.
Our Social, Ethical and Environmental (SEE)
standards for procurement form part of our
mandatory terms and conditions for all supplier
contracts. We continually review our SEE risks and
we have identified a number of suppliers for further
engagement during 2016.

Complying with the law, and in particular fraud
and anti-corruption legislation, is the starting
point for everything we do. We were pleased
yet again to receive a 100% score from DJSI
for our anti-crime policy and measures.
During 2015 we restructured Ladbrokes’
Compliance department, ensuring clarity
and creating a further separation between
compliance activities and commercial decisions.
Anti-corruption and anti-money
laundering
Our compliance programme includes
comprehensive fraud detection and corruption
monitoring systems. Our anti-bribery and gifts &
entertainments policies have been communicated
across the business and adherence with these is
monitored by human resources and through our
compliance team. Any suspicious activity is passed
onto the UK National Crime Agency (NCA) or the
Gibraltar Financial Intelligence Unit. We conduct
real time fraud screening across all accounts and
payment methods. Our Compliance department
also has good liaison with UK and international
banks, national and international police and crime
units and Interpol.
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Operating with integrity continued
During 2015, we developed a new group AntiMoney Laundering (AML) policy and this will be
communicated out to the teams during 2016.
In June 2015 the 4th EU AML Directive was
enacted, which will be in law across Europe by
2017. The purpose of the Directive is to remove
any ambiguities in previous legislation and improve
consistency of anti-money laundering and counter
terrorist financing rules across all EU Member
States. We are keeping a watching brief as to how
this will be translated in law in each member state
and what the implications will be for betting and
gaming businesses, so that we are prepared for
any necessary changes to our AML programmes.
Protecting our customers and
keeping our data safe
Having effective data and information security
systems in place is only a first step to protecting
our customer and corporate information.
Human behaviour can be the biggest threat to
maintaining cyber security. To address this we
have developed a comprehensive cyber security
programme based on the UK Government’s 10
steps to Cyber Security, and, during 2015,
launched a new information security web portal to
assist with the education of our colleagues and tell
them what they need to know to minimise our risks.
We will be implementing further elements of
this programme in 2016, including global staff
training and development of our IT monitoring
and security systems.

Ladbrokes Integrity Line
Our freephone Integrity Line service is
operated independently and in confidence by
Crimestoppers. This allows for independent
reporting of concerns about corporate activities
and specifically criminal activity and noncompliance with our policies across our
international estate. 11 incidents were reported
during 2015 – all of which were investigated
thoroughly. We will continue to promote this
service to our employees, customers, partners
and suppliers.
Security of our estate
We do our utmost to prevent breaches of security
on our premises, such as robbery and theft.
CCTV is installed across all of our UK retail estate,
both to help reduce the number of incidents and
to protect employees and customers. We are
constantly trialling new technologies to make our
shops even safer and were pleased to see the
number of burglaries, robberies and attempts
reducing during 2015.

SECURITY
KPI

Burglaries and burglary attempts
Shop robberies and robbery attempts
Street robberies
DJSI rating of our anti-crime policy and measures
Ladbrokes Integrity Line incidents reported and investigated

2015

2014

47

55

76

169

181

184

2013

6

9

4

100%

100%

100%

11

5

5
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Operating with integrity continued
HEALTH AND SAFETY
2015 OBJECTIVES
• Integrate recent acquisitions and standardise our
international health and safety policies and procedures
(Partially completed).
• Be the first bookmaker to implement the Primary
Authority scheme on Fire Safety (Partially completed).

PLANS FOR 2016
• Implement the recommendations from the review of
Health and Safety management across our business.

Health and Safety (H&S) is a key priority for us.
During the year Jim Mullen, our CEO, emphasised
the importance of having a robust approach to
H&S at Ladbrokes. We are taking a number
of steps to encourage a positive health and
safety culture throughout the business and to
maintain a safe environment for our customers
and colleagues.
Following our review of H&S management, we
have developed a new Group H&S Policy and
a comprehensive safety management system is
currently being implemented across the business.
This will be supported by Group H&S Standards
that senior Directors in the business will formally
confirm compliance with.
Our plans for the coming year, include:
–– Integrating H&S into the UK & Republic of Ireland
line management structure and ensuring H&S risk
management is a core element of daily activities.

–– Roles and Responsibilities for H&S have been
outlined in the new Group Health and Safety Policy.
This will be developed further during 2016 to set
out a clear accountability structure to ensure that all
parties are fully informed and executing their
responsibilities.
–– Improving our engagement with middle
managers in the businesses to demonstrate
the benefits of effective risk control. Focused
training and behavioural safety conversations with
colleagues will reinforce the ‘work safe’ message.
–– We will carry out root cause analysis on our
accidents, implementing relevant action plans
to reduce repeat occurrences. We will aim to
eliminate hazards at source through close
working with design and development teams.
–– A comprehensive general Risk Assessment
programme will be implemented throughout 2016.
The Fire Risk Assessment programme will be
compressed from the current 5 year plan to
full completion within 2 years.
–– Ladbrokes already has a working Health
and Safety Primary Authority Partnership with
Liverpool City Council. Following discussions
with Merseyside Fire and Rescue Authority an
action plan has been agreed and full Fire Safety
Primary Authority Partnership is expected to be
completed by during 2016.
In February 2015, we were successful in
our application to the British Safety Council’s
‘International Safety Award’, achieving a
‘Merit’ Pass. The comment received was
‘This award clearly demonstrates your
organisation’s commitment to the health, safety
and well-being of your workforce during 2014’.

HEALTH & SAFETY(1)
KPI

2015

2014

2013

Health, Safety and Environmental officer visits
Enforcement or Prosecution notices issued
Internal compliance audits

96
0
865

97
0
1,061

139
0
1,821

Employee accidents

131

142

127

5

13

9

36

90

70

250

224

199

0

0

0

Employee reportable incidents(2)
Employee reportable incidents per 100,000 employees
Public accidents
Public reportable incidents
(1) Data for UK, Ireland and Gibraltar only.
(2) Over 7-day injuries reported to the UK Health & Safety Executive.
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Performance at a glance
RESPONSIBLE BETTING AND GAMING
KPI

Customer interactions regarding problem gambling
Self-exclusions made
Cash and in-kind contributions towards responsible gambling charities
DJSI rating of our responsible gambling measures

2015

2014

2013

75,263
34,065
£682,500

733,048
22,191
£682,500

14,794
14,798
£680,885

100%

100%

100%

CUSTOMERS
KPI

Net Promoter Score
Unprompted brand recognition
Customer complaints
Customer complaints which specifically relate to a gambling transaction

2015

2014

2013

42%
28%
10,740

37%
31%
12,813

40%
32%
8,638

4,293

469

1,177

EMPLOYEES
KPI

2015

2014

2013

Employees worldwide(1)

14,765

14,428

14,951

Female employees(1),(4)

52.7%

55.0%

55.7%

Employees from ethnic minority groups(1),(2)

13.1%

13.1%

14.9%

Average turnover for shop staff(2)

28%

28%

33%

Average turnover for middle managers(2)

24%

23%

35%

12,643

13,520

5,123
£544,000

Employees receiving training(2)

£450,000

£617,000

Sickness days per employee(3)

6.3

8.5

7.3

Employee Engagement Index

N/A

65%

N/A

Annual spend on training(2)

(1)
(2)
(3)
(4)

Full and part-time employees in continuing operations as at 31 December, including joint ventures.
UK employees only (86% of total employees).
Consolidated data for UK, Ireland and Gibraltar.
2015 data covers UK, Ireland, Gibraltar and Australia. 2014 and 2013 data is UK only.

COMMUNITIES
KPI

Net revenue(1)
Operating profit(1),(2)
Taxes paid(3)

2015

2014

2013

£1195.5m

£1,158.9m

£1,111.2m

£80.6m

£125.4m

£138.3m

£340.5m

£282.1m

£268.7m

Wages and salaries(4)

£264.0m

£258.2m

£255.4m

Raised by employees for LCT in the UK

£365,449

£435,056

£469,230

£1,129,321

£1,156,112

£1,201,754

Donations by LCT in the UK

£348,119

£441,700

£453,454

Cash and in-kind to charitable causes, excluding LCT and donations towards
responsible gambling charities

£316,803

£178,236

£308,751

Contributions by Ladbrokes – time resources given to LCT in the UK

(1) Continuing operations, excluding High Rollers.
(2) Profit before tax, net finance expense, amortisation of customer relationships and exceptional items.
(3)	Includes corporation tax, business rates, foreign tax, Machine Games Duty (MGD), Amusement Machine Licence Duty (AMLD),
employers National Insurance Contributions (NIC), VAT, and other duties and levies.
(4) Including pension contributions and share-based payment costs.
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continued

ENVIRONMENT
KPI

2015

106,396,922

Energy (kWh)(1)
GHG emissions (tonnes CO2e)(1),(3)
Shop waste recycled (tonnes)

(2)

Proportion of shop waste recycled (%)(2),(4)
Average water use per shop (m3)(2)

51,860

2014

2013

111,563,767(1) 109,402,110(1)
58,260(1)

52,488(1)

2,276

2,500

2,225

99

109

122

116

109

120

(1)	Emissions from our global operations include those arising from our businesses in the UK, Ireland, Belgium, Gibraltar and Spain. We are working on gathering GHG data
for our other overseas activities. We estimate (based on pro-rata headcount) that this will increase our global GHG emissions by no more than an additional 3%.
(2) Data for GB only.
(3)	Based on 2015 UK Defra GHG reporting guidance and conversion factors. Includes Scope 1: Direct emissions from the combustion of fuel, Scope 2: Indirect emissions
from the purchase of electricity and Scope 3: Indirect emissions from business travel and electricity transmission and distribution. Excluding fugitive emissions from
refrigerants, which represent less than 2% of GHG emissions from our business operations.
(4)	We recycle waste brought onto our premises by customers; hence our recycled volumes can be higher than the waste we produce. The numbers include non-paper
items such as pens, food packaging, drinks cans, memos, timesheets, and other materials.

SECURITY
KPI

Burglaries and burglary attempts
Shop robberies and robbery attempts

2015

2014

47

55

76

169

181

184

2013

6

9

4

100%

100%

100%

11

5

5

KPI

2015

2014

2013

Health, Safety and Environmental officer visits
Enforcement or Prosecution notices issued
Internal compliance audits

96
0
865

97
0
1,061

139
0
1,821

Employee accidents

131

142

127

5

13

9

36

90

70

250

224

199

0

0

0

Street robberies
DJSI rating of our anti-crime policy and measures
Ladbrokes Integrity Line incidents reported and investigated

HEALTH & SAFETY(1)

Employee reportable incidents(2)
Employee reportable incidents per 100,000 employees
Public accidents
Public reportable incidents
(1) Data for UK, Ireland and Gibraltar only.
(2) Over 7-day injuries reported to the UK Health & Safety Executive.

