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Ladbrokes plc is a
leader in the global
betting and gaming
market with Group
revenues of over
£970 million
Reflecting feedback from our stakeholders we have changed our
reporting format.
Our traditional annual CR Report has been split into two parts:
Part A – a principles document which outlines our overall approach to
Corporate Responsibility, and this document Part B – which captures our
2011 performance and provides updates for each of our CR priorities.
We have also moved to a digital only format, thus avoiding any environmental
impacts from the publishing process.
Both parts are available on our website:
www.ladbrokesplc.com
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Our CR
performance

We recognise that our success, now and in the future, depends on our
ability to think and act with integrity. To this end, our core CR objective
is to be a responsible betting and gaming business. We achieve our
objective by maintaining responsible relationships with our customers,
employees, communities and regulators. Supporting this we focus on
running responsible operations, by keeping our house in order in the areas
of health and safety, security, our supply chain and the environment. See the
sections below to check out our CR performance.
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Upholding responsible business practice.

Customers
Responsible
relationships

Putting customers at the heart of everything we do.

Employees
Becoming an employer of choice.

Communities
Contributing positively to society.

Regulators
Engaging for better regulation.
Responsible
operations

Security
Working to keep crime out of gambling.

Health and safety
Providing a healthy and safe environment.

Environment
Reducing our energy usage and carbon emissions.

Supply chain
Promoting good relationships.

Performance
at a glance
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Performance
highlights
Awards/activities

Highlights of the year

Brand Recognition

Maintained our position as the leading betting brand in the UK with 35%
of adults spontaneously citing Ladbrokes before any other brand. The
nearest competitor was at 20%.

Carbon Trust Standard

Achieved the Carbon Trust Standard in September in recognition of our
carbon strategy and our progress towards a 21% absolute reduction
by 2013.

Colleague Action Plan

In response to the results of our Colleague Opinion survey, we have in
place an action plan to address those areas which will make Ladbrokes
a better place to work.

Colleague Opinion Survey

Introduced a robust framework for measuring employee engagement,
including a rolling programme of Colleague Opinion Surveys. In May,
more than 9,000 people (61%) shared their views. The Employee
Engagement Index, which was based on eight results within the survey,
came in at 65% as against a UK national norm of 75%.

CRC Energy Efficiency Scheme

Achieved a position of 241 out of 2,103 participating organisations in the
CRC (formerly the Carbon Reduction Commitment), the UK’s mandatory
climate change and energy scheme.

Culture Change Programme

A programme is in place to develop a high performance culture across
Ladbrokes. The first part of this change is to bring our Vision & Values
to life. This work is now underway to involve our entire workforce with
our Vision & Values, which includes an emphasis on acting with integrity
and responsibility.

Employee Benefits Awards/
HR Excellence Awards
GREaT Foundation

Finalists in the Employee Benefits Awards – Most Effective Motivation
or Incentive Strategy, and the HR Excellence Awards – Outstanding
Employee Engagement Strategy.

Investor indices

Included in the Dow Jones Sustainability Index (DJSI) with an overall
score of 77%. We are one of only three global betting companies to be a
constituent. Also included in FTSE4Good with an Environmental, Social
and Governance (ESG) score of 91%.

LadbrokesFanClub
Mystery Shopper Scores

Launched LadbrokesFanClub, an online, one stop resource for our
employees to show recognition across the business.

Taxes
Tilley Award

Paid more than £211 million in levies, corporation, employment and other
taxes to the UK Treasury and the horseracing industry.

Founder member of the GREaT Foundation funding research,
education and treatment of problem gambling. Gold Level Sponsor,
donating £834,000.

Average Mystery Shopper score for 2011 was 85.4%. The result is high
despite having made the questionnaire more challenging. Introduced
Mystery Shopping on machines for the first time.

Safe Bet Alliance, of which Ladbrokes is a founding member, received
this award in recognition of its success in bringing down the number of
betting shop robberies in London.
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Responsible betting
and gaming business
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2011 Progress
	Maintained our sector leading position
in key CR indices.
	Continued to fund research, education
and treatment of problem gambling
through the GREaT Foundation
and the Responsible Gambling
Fund (RGF).

	Continue to work with the Association
of British Bookmakers (ABB)
and the Remote Gambling
Association (RGA) to tackle issues
affecting the industry.
	Implement bespoke training on
anti-bribery and corruption for the
high risk areas of the business.

	Evolved the brand based on an
integrated approach to marketing
across all channels.
	Maintained high levels of
customer satisfaction.
Continued to improve customer loyalty.

	Launch a refreshed brand identity.
	Improve our Net Promoter Score
(NPS) score reflecting our investment
in the Ladbrokes brand and offerings.

	Implemented The People Plan.
	Developed a new company-wide
recognition scheme.
	Conducted annual Colleague Opinion
survey and taking action on results.

	Launch Vision & Values programme
across the business. In particular, we
will include shop and office managers,
and provide them with tools and
information to help them engage their
teams.
	Repeat annual Colleague Opinion
survey and continue commitment to
improvement via our action plan.

	Continued to work with local
communities on employment
and safety and security issues.
	Employees raised £612,000 for
Ladbrokes in the Community
Charitable Trust (LICCT).
	Partnership continued with Cancer
Research UK, Race for Life, Race for
Moore and Run 10k.

	Develop a compelling, integrated
programme of community-focussed
initiatives, including job-creation
for young people, promoting adult
numeracy and targeted community
funding.

	Continued to collaborate with
governments and regulators on
key issues facing the industry.
	Kept compliant with regulatory
requirements where we are licensed
to operate.
	Successfully implemented
relationship with Liverpool City
Council as a primary authority for
regulating health and safety.

	Further develop our regulatory
partnerships to best effect for
the business.

	Won an award for collaborative
efforts to reduce betting shop
robberies in London.
	Partnership continued with
Crimestoppers.

	Continue to work with peers through
the Safe Bet Alliance to tackle
security issues across the industry.
	Improve our fraud screening
processes with the introduction
of updated technology.

	No reportable fatalities or
major injuries.
	Incidents remain stable but slight
increase in litigation claims.

	Continue to work with peers to
improve Health and Safety (H&S)
levels across the industry.

	Performed well in the UK CRC energy
efficiency scheme.
	Achieved Carbon Trust Standard
again in September.
	Reduced our carbon footprint by
1.3% from last year, despite longer
opening hours.

 eet our target to reduce our carbon
M
footprint by 21% by 2013, based on
the 2008 baseline.

	Reviewed our supplier management
programmes in line with the new
business strategy.
	Risk based supplier audit programme
deferred.

	Continue to review our supplier base
and partner with organisations who
demonstrate a shared commitment to
our CR goals.

Complete*

Customers
Complete*

Employees

Complete*

Communities

Partially completed*

Regulators

Complete*

Security
Complete*

Health and safety
Complete*

Environment
Complete*

Supply chain
Partially completed*
* Progress against our 2011 objectives

2012 Plans
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Responsible betting
and gaming business

Our core
objective

2011 Update

We are committed to being a leader of our
sector in responsible business practice.

We have continued to work with
our peers, the Association of British
Betting (ABB) and the Remote Gambling
Association (RGA) to promote responsible
gambling behaviours across the industry as
a whole.
The 2010 British Gambling Prevalence
survey indicated that levels of problem
gambling remain low (under 0.9% of the
population) and have remained stable for
the past decade. Problem gambling rates
are higher in other industrialised nations,
e.g. France (1.3%), South Africa (1.4%),
Hong Kong (5.3%) and the USA (3.5%).
We continue to train all relevant employees
in how to identify behaviours that may
indicate problem gambling and how best
to respond.
In a challenging economic environment,
we were pleased to support GamCare,
the Gordon Moody Association, CNWL
National Problem Gambling Clinic and
other responsible gambling charities with a
total amount of £841,000 (cash and in-kind)
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Our plans for 2012
through the Gambling Research, Education
and Treatment Foundation (GREaT) and the
Responsible Gambling Fund (RGF). Richard
Glynn remains a trustee of the GREaT
Foundation.

	We will continue to work
with the ABB and RGA
to tackle issues affecting
the industry.

We continue to be a constituent of
FTSE4Good and have been so since its
foundation in 2002. We scored 91% in the
newly introduced environmental, social
and governance (ESG) rating, relative to
the 100% for the Super Sector Leader
in the Travel and Leisure Industry. In
September, we were yet again included as
a member of the Dow Jones Sustainability
Index (DJSI), as one of only three global
gambling companies. The DJSI (launched
in 1999) uses a ‘best in class’ approach to
identify good practice across a range of
ESG issues. We scored 77% which is the
same as last year.

	We will implement bespoke
training on anti-bribery and
corruption for the high risk
areas of the business.
	We will support the merger
of GREaT and the RGF to
create a new Responsible
Gambling Trust. The
Responsible Gambling
Trust will officially launch
in April 2012 and will
adopt the fundraising and
commissioning roles of the
two merged organisations.

We reviewed our risks associated with
bribery and corruption and in July we
issued a new company-wide Anti-Bribery
policy. We are currently rolling out refresher
training to all our management and those
employees with a customer, supplier or
partner facing role. Additional bespoke
training will be implemented in high risk
areas during 2012.
In November, we launched Ladbrokes
Intuitive LiveChat to help customers
struggling online to navigate our website.
Based on their behaviour on the website,
customers are now offered help in real time
from Ladbrokes employees in Rayners Lane,
Gibraltar or Kuala Lumpur.

Responsible betting and gaming
2011

2010

2009

Customer interactions regarding
problem gambling

14,681

14,994

14,4121

Self-exclusions made

10,269

9,648

9,199

752,672

721,957

513,125

£840,842

£770,918

£769,540

2

11

1

KPI

Online age verification checks
Cash and in-kind contributions towards
responsible gambling charities
Whistleblowing incidents reported and
investigated
(1)

Restated for 2009.
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Customers

Responsible
relationships

We are committed to offering the best
customer experience and we place a high
priority on service.

2011 Update
Mystery Shopper Scores
(%)

2011
2010
2009

85.4%
85.4%

90.0%
83.7%

We implemented several organisational
changes in 2011. Our internal operating
structure is now organised into three
main business units: Customer, Channels
and Product.
The Ladbrokes brand has been underinvested in previous years, so in 2011
we committed further resources to
strengthening our brand and our presence
in the market. All of this is supported by
extensive customer research. As part of this
push, we refined our brand proposition and
have recruited a Brand Strategy Director.
We maintained our position as the leading
betting brand in the UK with 35% of adults
spontaneously citing Ladbrokes before any
other brand. The nearest competitor was
at 20%.
In 2010 we piloted the use of NPS (Net
Promoter Score), a widely used metric to
measure an organisation's performance
through its customers' eyes. Our score in
2011 showed a remarkable improvement of
7.9%, up from 45.9% in 2010 to 53.8%.
Our average mystery shopper score was
85.4%, down from 90.0% in 2010 due to
a more stringent assessment process.
Nevertheless the result is good and higher
than our target performance (83%).
Our customer loyalty card – Odds On –
continued to be succesful with the total
number of cards used in 2011 at 581,390,
representing 39% of Over the Counter
revenue. Through Odds On we have given
back to our customers over 4.3 million
free bets, with just under a million of those
in 2011.

Five of our employees were finalists in the
Racing Post Betting Shop Manager of the
Year competition.
Ladbrokes was the first firm to offer live
streaming from all Racing UK tracks,
including the Cheltenham Festival and
the Grand National, through the iPhone.
Both events were highly successful, with
more than 20,000 customers watching
the live streams.
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Our plans for 2012

Customers

	We will launch a refreshed
brand identity in the summer
and aim to improve our
NPS score reflecting our
investment in the Ladbrokes
brand and offerings.

2011

2010

2009

Target

UK Mystery Shopper
results

85.4%

90.0%

83.7%

>83%

Customer complaints

11,124

14,781

8,336

Customer complaints
which specifically
relate to a gambling
transaction

1,148

908

803

KPI

Number of Odds On
cards used

581,390

633,974

682,236

Unprompted brand
recognition

35%

35%

34%

Net promoter score

53.8%

45.9%
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Employees

Responsible
relationships

Our people are our greatest asset.
We aim to be an employer of choice for
talented, passionate people.

2011 Update
Our ambitious Vision & Values culture
change programme seeks to develop and
embed the Ladbrokes Values across the
business. In 2011 we engaged with nearly
1,000 Ladbrokes colleagues to distil the
‘soul’ of Ladbrokes and set out the path
towards our Vision of being an e-enabled,
international betting and gaming business.

We continued our introduction of a robust
framework for measuring employee
engagement, including a rolling
programme of surveys. More than 61% of
our workforce shared their views in the
Colleague Opinion Survey and the results
were benchmarked against UK industry
norms. The survey identified three areas in
which there is room for improvement, for
which we have made pledges to perform
better. These are just some of the pledges
that we have committed ourselves to,
following the Colleague Opinion Survey:

	Direction/Management – Our CEO and the

executive management team will host regular
briefings with 500 colleagues from shops and
offices to explain the Company’s direction
and listen to feedback;

Employees by business
23

4 51

	Wellbeing – Throughout 2012 the Company

will reinvigorate its efforts to promote a sense
of safety and security, as well as physical and
mental wellbeing;

	Career development, performance and

recognition – Extra support will be put in
place for employees to continue their career
development and we will become better at
recognising great performance.

1 Channels 92.9%
2 Customer 0.6%
3 Product 3.5%
4 Finance, Strategy and
International Development 2.7%
5 Human Resources 0.3%

Total employees(1)
(Headcount as at
31 December 2011)
2011

16,447
16,447

2010

16,195

2009

16,569

(1)

 ull and part-time employees in continuing
F
operations, including joint ventures.

We have put in place clear actions and
indicators to improve and manage
our progress in these three areas, and
communicate regularly on our performance
through audio broadcasts and our internal
magazine.
We launched LadbrokesFanClub in March
2011 as an online platform to recognise
good performance in a consistent manner
across the business. Everyone can now
thank colleagues or nominate them for a
WOW!, our internal scheme for awarding
exceptional customer service, or suggest
ideas through shop tills, at Head Office or
from home. With 50% of UK employees
already signed up, take up was strong from
the beginning. As a result, we have seen a
spike in WOW! nominations, up from 1,531
in 2010 to 2,506.
The number of employees actively taking
advantage of our ClubLadbrokes reward
scheme has dropped from 48% to 38%,
since we are no longer including those who
have left the business over the year in the
membership numbers.
We increased the spend on training by
11% to £665,000. The actual number of
employees receiving training was lower
than last year due to a promotion freeze in
the UK Retail business.
We have developed and rolled out a
consistent Company-wide bonus plan.
This clearly links great reward for great
performance.
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Our plans for 2012
An online tool, Careers for Winners,
was launched in 2011 to manage the
recruitment of more than 2,000 jobs
annually in our shops for the positions
of shop manager, deputy shop manager
and cashier. The tool makes it easier
for potential Ladbrokes colleagues to
see where there are vacancies, what is
required to be part of the team and submit
applications. In turn, this means we get
more and higher quality candidates while
reducing recruitment costs.
In 2011, we were finalists for the Employee
Benefits Awards for Most Effective
Motivation or Incentive Strategy and the
HR Excellence Awards for Outstanding
Employee Engagement Strategy. The
honours were given in recognition of our
innovative motivation and engagement
programmes.
At 6.9 days, our average sickness rate for
2011 was an improvement on 2010’s 7.4
days. The number is above our target of
6.5 days, which is the UK average.

Employee age distribution as
at 31 December 2011
(UK employees only)
61
5

2

4

3
1 <25 = 23.5%
2 25-34 = 30.5%
3 35-44 = 16.8%
4 45-54 = 16.6%
5 55-65 = 10.8%
6 >65 = 1.8%

	2012 will be a ‘year of delivery’.
We will introduce the wider
organisation to Vision &
Values. In particular, we
will include shop and office
managers, and provide them
with tools and information to
help them engage their teams.
	We will improve and track our
performance in delivering on
our three pledges relating to
the Wellbeing; Direction and
management; and Career
development, performance
and recognition.
Females by management grade

Full-time and part-time employees
as at 31 December 2011
(UK employees only)
1

20.0%

1

10.3% 2
23.2%

3

30.4%
32.3%

4
5

61.3%
1 Plc Board
2 Senior Executives
3 Senior Managers
4 Middle Managers
5 Administrative/clerical
5 Shop staff

2
1 Part time = 56.4%
2 Full time = 43.6%

Employees
2011

2010

2009

Employees worldwide(1)

16,447

16,195

16,569

Female employees

60.4%

60.8%

61.7%

KPI

Employees from
ethnic minorities

13.8%

13.9%

13.7%

Average turnover for shop
staff

21%

21%

18%

Average turnover for
middle managers

25%

19%

14%

5,132

7,650

3,524

£665,000

£600,000

£700,000

Sickness days per employee

6.9

7.4

8.2

Employee engagement index

65%

71%

2,506

1,531

Employees receiving training
Annual spend on training

Ladbrokes FanClub: WOW!
nominations
(1)
(2)

6

1,575

Full and part-time employees in continuing operations as at 31 December, including joint ventures.
National average for the UK.

Target

Employees from ethnic minority
groups in Ladbrokes compared
to the average UK population
(UK employees only)
2011

7.90%

13.8%
13.8%

2011
2010

7.90%

2010
2009

UK average

13.7%
13.9%

7.90%

2009
6.5(2)

13.8%

13.7%
Ladbrokes
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Communities
We contribute positively
to the societies in which we
operate through employment,
payment of taxes, contributions
to growth in the economy
and by supporting our
local communities.

2011 Update
Ladbrokes operates over 2,100 shops in
the UK, providing employment for 14,667
people across the country. Internationally,
we employ 16,447 in 16 countries. As a big
employer, we have an extensive economic
footprint globally, nationally and in the local
communities in which we operate. In 2011
we contributed over £260 million(1) in wages
and salaries, of which £190 million was in
the UK. We paid over £19 million in taxes to
380 councils and generated a further £211
million in taxes to the UK Treasury and the
horseracing industry.
We see community investment as an
important element of managing good
relations with our neighbours wherever we
have business activities, and also a vital
resource for our colleagues to connect
with good causes in an impactful way. Our
employees raised over £515,000 during
2011 through various fundraising initiatives
across the UK plus over £95,000 in Ireland.
Ladbrokes in the Community Charitable
Trust (LICCT) has raised over £6.2 million
for good causes since it was established
in 2003. During 2011, LICCT donated
just under £630,000 to charitable and
community causes across the UK,
including £100,000 to Cancer Research
UK, £80,000 to Age UK, £80,000 to
CLIC Sargent and £66,000 to Breast
Cancer Campaign.
(1)

Including social security and pension contributions.

LICCT partnered with Age UK to provide
10,300 festive lunches to elderly people
across the UK over Christmas. Age
UK’s Spread the Warmth campaign was
promoted widely in our shops and we
hosted a Christmas lunch for elderly people
at our Head Office.
We received The Outstanding Corporate
Partnerships Award from Breast Cancer
Campaign. Since 2008, Ladbrokes
has raised £400,000 for Breast Cancer
Campaign, which has been used to
fund breast cancer research projects.
Since the start of the partnership,
Ladbrokes employees across the UK
have organised lots of events including
quizzes, sweepstakes and collections.
We have also provided colleagues with
breast aware information.

Responsible
relationships

Ladbrokes plc
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Our plans for 2012

Communities

	We will develop a compelling,
integrated programme
of community-focussed
initiatives, including job
creation for young people,
promoting adult numeracy and
targeted community funding.

KPI

Net revenue(1)
Operating profit

(1,2)

Taxes paid

(3)

2011

2010

2009

£980.3m

£976.6m

£963.7m

£193.5m

£202.3m

£168.5m

£211.1m

£218.7m

£268.5m

£278.4m

Raised by employees
for LICCT in the UK

£515,178

£609,891

£699,085

Raised by employees
for LICCT in Ireland

£96,827

£100,883

£118,000

£1,160,137

£1,113,210

£1,132,110

Donations by LICCT
in the UK

£629,208

£758,251

£659,129

Cash and in-kind to all
other charitable causes

£151,098

£249,529

£144,745

Wages and salaries

(4)

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

Continuing operations, excluding High Rollers.
Profit before tax, net finance expense, amortisation of customer relationships and non-trading items.
Includes corporation tax, Amusement Machine License Duty (AMLD), employers National Insurance
Contributions (NIC), VAT, duties and levy.
(4)
Including social security and pension contributions.
(1)

(2)	
(3)

Target
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Regulators

Responsible
relationships

2011 Update

We engage proactively
with our regulators and
stay compliant wherever
we operate.

We have had another successful
compliance year, meeting regulatory
requirements in all countries where
we are licensed to operate, including
those of the British Government, the
Gambling Commission of Great Britain,
the governments of Gibraltar, the Republic
of Ireland and Northern Ireland, South
Africa and Denmark, the Belgium Gaming
Commission and the regional governments
in Spain.
We were the first betting company to
establish a Primary Authority relationship in
the UK under the better regulation agenda.
Our partnership with Liverpool City Council
– covering all health and safety issues
relating to Ladbrokes shops in the UK –
continues to work well.
Our shops are routinely inspected by
health, safety and environmental officers.
None of the 128 visits during 2011 have
resulted in the issue of an enforcement
notice or a prosecution.
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Our plans for 2012
The Ladbrokes Anti-Money Laundering
department (AML) ensures compliance
with anti-money laundering and antiterrorism financing legislation wherever
Ladbrokes operates. To ensure compliance
over the past year, the AML has worked
with the inter-governmental Financial
Action Task Force (FATF), the UK Serious
Organised Crime Agency (SOCA), HM
Treasury (HMT), HM Revenue & Customs
(HMRC), Association of Chief Police
Officers (ACPO), as well as various law
enforcement agencies in the countries in
which we operate.

	We will further develop our
regulatory partnerships to best
effect for the business.

Regulators
KPI

2011

2010

2009

Health, Safety and
Environmental officer visits(1)

128

180

117

Enforcement or Prosecution
notices issued

0

0

0

(1)

Target

0

 here were fewer visits this year due to pre-risk-screening by the regulators. Thus removing the need to visit
T
some of our premises.
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Security

Responsible
operations

We work with our peers
and regulators to keep crime
out of gambling.

2011 Update
We continue to work in partnership
with the Association of Business Crime
Partnerships (ABCP) to reduce crime
and anti-social behaviour which affects
businesses, their staff, customers and
the community. Our Money Laundering
Reporting Officer sits on the board
of ABCP.
The Safe Bet Alliance, of which we are a
founding member, received the Tilley Award
in recognition of its success in bringing
down the number of betting shop robberies
in London by 46%. Safe Bet Alliance, a
partnership between the Metropolitan
police and private businesses, celebrated
its first anniversary in 2011.
Our partnership with Crimestoppers,
the organisation which encourages
people to give anonymous information
on crime to the police, continued in 2011.
Under the Strategic Partner Scheme,
Crimestoppers offers us invaluable crime
fighting experience to help keep our staff
and the communities in which we operate
safe. In return, we offer back our business
influence and experience, e.g. by giving out
leaflets in our shops and working on local
initiatives together.

Our plans for 2012

	We will continue to work
with peers through the Safe
Bet Alliance and ABCP to
tackle security issues across
the industry.
	We will improve our fraud
screening processes
with the introduction of
updated technology.
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Health and safety

Responsible
operations

We are committed to providing a healthy
and safe environment for our employees,
customers and for all visitors
to our premises.

2011 Update

Our plans for 2012

Our health and safety record for 2011 was
good. The number of accidents on our
premises in the UK, Ireland and Gibraltar
remains low and our incident record in
the UK remains comparable with the
national average. There were no fatalities
or major injuries.
Our internal compliance audits covering
all aspects of health and safety, returned a
87.9% success rate across our retail and
head office estate. This is a slight decrease
from 2010, but we exceeded our own
compliance target of a success rate higher
than 85%.

Over the course of the last two years,
our employee assistance programme,
LifeWorks, has helped more than 500
Ladbrokes employees through telephone
support, the website and face-to-face
counselling. LifeWorks offers confidential
support on a wide range of matters such
as health, personal finances and work
issues. A new service was launched in 2011
whereby a LifeWorks representative will call
shops whenever there has been a serious
incident – such as an aggressive customer
– to make sure that all colleagues are aware
of the confidential services on offer.

Health and safety (1)
2011

2010

2009

Internal compliance
audits

2,399

2,542

1,847

Success rate of internal
compliance audits

KPI

87.9%

88.8%

87.1%

Employee accidents

157

163

139

Employee reportable
incidents(3)

16

13

16(2)

Employee reportable
incidents per
100,000 employees

100

80

100

Public accidents

140

145

129

0

0

0

Public reportable incidents
(1)
(2)
(3)

Data for UK, Ireland and Gibraltar only.
Restated from 2009 CR Report.
Over 3-day injuries reported to the UK Health and Safety Executive.

Target

85%

	In support of the wellbeing
agenda we will be producing
additional information
to inform our employees
about all our welfare and
safety programmes.
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Environment

Responsible
operations

We are committed to understanding
our impacts and improving our
environmental performance.

2011 Update
Our drive to bring down our energy
usage and carbon emissions continued
throughout 2011, with a 1.3% drop in
absolute emissions for our UK and Ireland
operations. This was despite extending our
retail opening hours by 6%. Since 2008, we
have cut our absolute emissions by 13.8%,
and like for like emissions by over 18%, so
we are on track to cutting our emissions by
21% by 2013.
We were ranked 241 out of 2,103
participating companies in the CRC Energy
Efficiency Scheme. This is a mandatory
scheme aimed at improving energy
efficiency and cutting emissions in the
UK’s largest public and private sector
organisations.
For the third year running we have
been certified by the Carbon Trust for
our consistent carbon measurement,
management and reduction activities.

Our partnership with the Carbon Trust has
enabled us to develop our capacity in this
area to the extent that we are confident
about managing our emissions on our
own from 2012. We will not be seeking the
Carbon Trust Standard for 2012, but we
will remain firmly committed to delivering
excellence in environmental performance.
We realise that long-term reductions
can only be achieved by engaging our
employees. We have made an effort
to communicate more regularly to our
employees on how they can contribute to
minimising our environmental footprint.
Through our employee magazine, The
Score, and other channels we have carried
multiple stories to help explain ‘the bigger
picture’ and what individuals can do.
59 of our employees took part in a Smarter
Driving course, delivered by the Energy
Saving Trust, to enable them to drive more
fuel efficiently. Our follow up calculations
show that participants reduced their
fuel consumption by an average of 13%,
representing a win for the environment
and the wallet.
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Our plans for 2012

	We are on track to achieving a
carbon reduction of 21% by the
end of 2013. We will continue
our efforts to meet this target.
	We will continue to build the
environmental awareness
amongst our colleagues to
create a lasting ‘green’ culture
in which energy-saving ideas
flourish and everyone knows
how to do their bit.

Carbon and other GHG emissions
from our UK Estate
(tonnes CO2e)

50,176

Breakdown of 2011 carbon
and GHG emissions
45
by source
1
2 3

50,176

2011

50,909

2010

53,065

2009

Note: Based on August 2011 DEFRA GHG reporting
guidance.

1 Electricity 94.8%
2 Road/Rail travel 1.8%
3 Air travel 1.3%
4 Gas 1.8%
5 Fuel oil 0.4%

Environment
KPI

Energy (kWh)
Carbon and other GHG
emissions (tonnes CO2e)
Paper waste
recycled (tonnes)
Average water use per
shop (m3)
(1)
(2)

2011

2010

2009

95,591,539

97,898,267

101,934,428

50,176

50,909(1)

53,065(1)

1,716 (102%)(2) 1,088 (38%)

140 (7%)

117

116

Target

<45,900

130

 e-evaluated using DEFRA GHG Conversion Factors, August 2011, UK.
R
We are recycling waste brought onto our premises by our customers. Hence our recycled volumes are more
than the paper we produce.
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Supply chain

Responsible
operations

We apply high ethical
principles to all our business
relationships and we promote
good ethical, environmental
and social standards within
our supply chain.

2011 Update
We have over 1,000 business partners
and suppliers. All suppliers wishing to
engage with Ladbrokes must first register
via the Ladbrokes Supplier Registration
Portal. We have fully integrated our
Environmental, Socially Responsible
and Ethical Purchasing Policy into this
registration process. The policy sets
minimum standards across three areas:
social and employment conditions;
environmental impacts; and the Ladbrokes
purchasing process. Over 1,400 suppliers
have now signed up, which represents
100% of all new contracts through
central procurement.

Our plans for 2012

	We will continue to review
our supplier base and
partner with organisations
who demonstrate a shared
commitment to our CR goals.

Supply chain
KPI

Suppliers signed
up to CR standards

2011

2010

2009

1,429

1,085

756
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Performance
at a glance
Responsible betting
and gaming
KPI

Customers
KPI
2011

2010

2009

Customer
interactions
regarding problem
gambling

14,681

14,994

Self-exclusions
made

10,269

9,648

9,199

752,672

721,957

513,125

Online age
verification checks
Cash and in-kind
contributions
towards
responsible
gambling charities

£840,842

Whistleblowing
incidents reported
and investigated

2

(1)

Restated for 2009.

14,412

(1)

11

1

2010

2009

Target

>83%

UK Mystery
Shopper Scores

85.4%

90.0%

83.7%

Customer
complaints

11,124

14,781

8,336

1,148

908

803

581,390

633,974

682,236

35%

35%

34%

53.8%

45.9%

2011

2010

2009

Employees
worldwide(1)

16,447

16,195

16,569

Female
employees

60.4%

60.8%

61.7%

Employees from
ethnic minorities

13.8%

13.9%

13.7%

Average turnover
for shop staff

21%

21%

18%

Average turnover
for middle
managers

25%

19%

14%

Employees
receiving training

5,132

7,650

3,524

Customer
complaints relating
to a gambling
transaction
Number of Odds
On cards used
Unprompted brand
recognition

£770,918 £769,540

2011

Target

Net promoter
score

Employees
KPI

Annual spend on
training
Sickness days
per employee
Employee
engagement index
Ladbrokes
FanClub:
WOW!
Nominations
(1)
(2)

£665,000

Target

£600,000 £700,000

6.9

7.4

65%

71%

2,506

1,531

8.2

1,575

 ull and part-time employees in continuing operations as at 31 December,
F
including joint ventures.
National average for the UK.

6.5(2)
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Performance
at a glance
Communities

Health and safety(1)
2011

KPI

2010

2009

£980.3m

£976.6m £963.7m

Operating profit

£193.5m

£202.3m £168.5m

Taxes paid

£211.1m

£278.4m

£268.5m

£274.9m

Net revenue(1)
(1,2)

(3)

Wages and
salaries(4)
Raised by
employees for
LICCT in the UK
Raised by
employees for
LICCT in Ireland

£515,178

£609,891 £699,085

£96,827

£100,883 £118,000

Contributions by
Ladbrokes – time
resources givento
LICCT in the UK

£1,160,137

£1,113,210 £1,132,110

Donations by
LICCT in the UK

£629,208

£758,251 £659,129

Cash and in-kind
to all other
charitable causes

Target

KPI

2,399

2,542

1,847

87.9%

88.8%

87.1%

Employee
accidents

157

163

139

Employee
reportable
incidents(3)

16

13

16(2)

Employee
reportable
incidents per
100,000
employees

100

80

100

Public accidents

140

145

129

Public reportable
incidents

0

0

0

(3)

Continuing operations, excluding High Rollers.
Profit before tax, net finance expense, amortisation of customer
relationships and non-trading items.
(3)
Includes corporation tax, Amusement Machine License Duty (AMLD), employers
National Insurance Contributions (NIC), VAT, duties and levy.
(4)
Including social security and pension contributions.

2009

Success rate
of internal
compliance audits

(2)

£249,529 £144,745

2010

Internal
compliance
audits

(1)

£151,098

2011

Target

85%

Data for UK, Ireland and Gibraltar only.
Restated from 2009 CR Report.
Over 3-day injuries to the UK Health and Safety Executive.

(1)

(2)

Regulators
KPI

2011

Health, Safety
and Environmental
officer visits(1)

128

180

117

0

0

0

Enforcement
or Prosecution
notices issued
(1)

2010

2009

Target

 here were fewer visits this year due to pre-risk-screening by the regulators.
T
Thus removing the need to visit some of our premises.

0

Environment
KPI

2011

2010

2009

Target

Energy (kWh) 95,591,539 97,898,267 101,934,428
Carbon and
other
GHG
emissions
(tonnes CO2e)
Paper waste
recycled
(tonnes)

50,176

1,716
(102%)

Average water
use per shop
(1)
(2)

50,909(1)

117

(2)

53,065(1) <45,900

1,088

140

(38%)

(7%)

116

130

 e-evaluated using DEFRA GHG Conversion Factors, August 2011, UK.
R
We are recycling waste brought onto our premises by our customers. Hence our
recycled volumes are more than the paper we produce.

Supply chain
KPI

Suppliers
signed
up to CR
standards

2011

1,429

2010

1,085

2009

756

Target

