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Encouraging
Fair Play

2010 Summary
business highlights

Net revenue(1)
(£million)
2009: £963.7m

Operating profit(1)(2)
(£million)
2009: £168.5m

Group net debt
(£million)
2009: £694.2m

UK Retail net revenue
(£million)
2009: £656.7m

Digital net revenue
(£million)
2009: £160.7m

(1)
(2)

(3)
Employees by location
3

£976.6m
+1.3%

2

£202.3m
+20.1%
£492.0m
-29.1%
£665.2m
+1.3%
£169.4m
+5.4%

1

4

3

1

2

4

1 UK 89.0%
2 Ireland 8.3%
3 Belgium 0.9%
4 Other 1.8%

Net revenue split4(1)

Continuing operations excluding High Rollers
Profit before tax, finance costs and non-trading items
	Full and part time employees in continuing operations
at 31 December 2010

(3)

Ladbrokes is the most
recognised betting brand
in Britain and offers an
all-embracing range of
betting and gaming services
via its retail, digital and
telephone operations.

1

3

4

1

3

1 UK Retail 68%
2
2 Other European Retail 13%
3 Digital 17%
4 Telephone 2%

2

Employees by business(3)4 1
3
2

3 4 1
2

1 UK Retail 81.5%
2 Other European Retail 10.3%
3 Digital 4.6%
4 Other 3.6%

Retail bookmaking in the UK, Ireland,
Belgium and Spain
 ith over two thousand shops across the UK, the
W
Ladbrokes brand is a familiar one on most high
streets. Revenue is predominantly driven by Over
the Counter (OTC) betting and gaming machines
which are a growing part of the mix;
We also operate 589 shops in Ireland, Belgium
and in Spain, the latter through our joint venture
Sportium which is the market leader in Madrid.

Digital and Telephone

Digital
has become an increasing part of our profit
mix, accounting for over 30% of operating profit(1)(2)
in 2010;
We take over 5 million phone calls from over 85,000
customers per year, through our call centres in
London and Kuala Lumpur as well as 180 of our
UK shops.
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Fair Play – Corporate
responsibility at Ladbrokes

We are committed to being
a leader of our sector in
responsible business
practice. Maintaining a
reputation for fairness and
integrity, strengthening our
customer focus and
achieving high levels of
employee satisfaction are all
vital to growing our business.
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Chief
Executive’s
review

Richard Glynn
Chief Executive

Our business is going
through a process of
significant change. We want
Ladbrokes to lead from the
front across the betting and
gaming market. To do this
we need to be clear about
the values that underpin our
brand and make it more
relevant to today’s
employees and consumers.
Welcome to our 2010 Corporate Responsibility (CR) Report
and my first as Chief Executive. I am delighted to have
joined such a highly regarded and well recognised business
and have spent the past 10 months learning more about the
Company and its stakeholders.
Ladbrokes continues to have a strong regulatory reputation
and has always been an advocate for the highest CR
standards. We play a leading role in this area, working closely
with regulators, trade bodies and industry representatives on
issues affecting the industry. A good example of this in 2010
has been our work with the Safe Bet Alliance in response to
unacceptable numbers of betting shop robberies. The Safe
Bet Alliance, a collaborative group comprising the industry,
the Metropolitan police, local authorities and other community
bodies, developed and launched a new Voluntary Code of
Safety & Security for UK Bookmakers.

Although our brand is strong, it has been underinvested
in recent years and has lacked consistency. We need to be
clear about the values that underpin our brand and make
it more relevant to today’s employees and consumers.
Our new Group strategy (described in our Annual Report
and Accounts 2010) sets some challenging goals. Our CR
strategy is designed to support these goals.
We also continue to review wider societal and
environmental issues to see how they may affect our
business. Cost effective use of resources is imperative
for business success. Rising costs of utilities and the
impending Carbon Reduction Commitment (CRC)
legislation has made us look hard at using our own
resources more efficiently and reducing energy, water
and waste. We launched our carbon plan in 2009 and
this year we have achieved Carbon Trust accreditation
for our success so far. We have already reduced our UK
carbon footprint by 10% from 2008, so we are well on
our way to meeting our 21% reduction target by 2013.
This report explores our CR programmes in more detail
and provides you with an objective review of our progress
to date. Our aim has always been to be a leader in our
sector. Our approach to CR is no exception. As Ladbrokes
has been recognised again during 2010 by a number of
key CR indices and awards, I feel that we are achieving
that aim.
There is always a lot more to do, but we are rising to
the challenge.

Richard Glynn
9 March 2011

As our products and services become more sophisticated,
we need to ensure that we sustain a high level of competence
across the business and increase our capacity to respond
to changing market needs. During 2010 we produced a new
human resources strategy, the People Plan. We have put in
place a completely new management structure with roles
and responsibilities focused on delivering to the customer
regardless of the channel. Our development and reward
programmes across the business have also been enhanced
to support our Group objectives.
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Highlights
of the year
2010
Awards/activities

Highlights

1st Class Club

High performing employees from across the business brought together through
the club to discuss future developments in the retail operation.

Britain’s Most
Admired Companies
British Safety Council
Awards 2010
Building Public Trust
Award (BPTA) 2010

Again accredited as one of Britain’s Most Admired Companies. Came 8th in the
Leisure and Hotels sector.

ClubLadbrokes

48% of our workforce actively takes advantage of the Ladbrokes employee
benefits scheme www.clubladbrokes.co.uk.

Carbon Trust Standard

Achieved the Carbon Trust Standard in September in recognition of the progress
made against our five year carbon plan to reduce our carbon footprint by 21%
by 2013.

Dow Jones
Sustainability Indices (DJSI)
Employee Benefits
Awards 2010

Included again in the DJSI with an overall score of 77%. We are one of only two
global betting and gaming companies to be included.

FTSE4Good Indices
GREaT Foundation

Remains in FTSE4Good. We have been members since its foundation in 2002.

Ladbrokes 2010
Incentive Campaigns

Launch of the new 2010 Ladbrokes Serious About Service and employee incentive
campaigns, including Making it Happen and Raising the Stakes. A total of 2,693
employees were rewarded during the year.

Personnel Today Awards 2010
Primary Authority for
Better Health & Safety
Regulation
Royal Society for the Prevention
of Accidents (RoSPA) Awards
2010
Safe Bet Alliance

Runner up in the Personnel Today Award for Reward and Benefits.

Received the International Safety Award for good health and safety performance.
Highly Commended in pwc’s prestigious BPTA for our Sustainability Reporting.
The Sustainability Reporting in the FTSE 250 award recognises the greatest depth
and relevance of sustainability reporting, through publicly available information
provided to stakeholders.

Highly Commended for most effective motivation or incentive strategy.
Runner up in both the Compensation and Benefits Professional of the Year
and Communications Strategy of the Year.
Founder member of the GREaT Foundation funding research, education and
treatment of problem gambling. Gold Level Sponsor, donating £765,000.

The only bookmaker to develop a Primary Authority relationship in the UK.
Liverpool City Council will act as a single point of contact – a Primary Authority –
for all health and safety issues affecting Ladbrokes shops all over the UK.
RoSPA Silver Award for achieving a high level of performance underpinned
by a good management system and delivering consistent improvement.
Launch of the Safe Bet Alliance Voluntary Code of Safety & Security for
UK Bookmakers.
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Our success relies on good relationships with all our
stakeholders, whether that’s our employees, customers,
local communities or any of the businesses and
governments that have an interest in what we do.
Government
and legislators
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 ngoing dialogue with
O
governments in countries
where we are licensed to
operate, including the UK
Department of Culture,
Media and Sport and
the Treasury
Liaison programme with
MPs and ministers
Regular dialogue with
members of the UK All-Party
Betting and Gaming Group

o
pl
m
E

 ormal regulatory
F
consultations
Dialogue with regulators,
in particular with regard
to responsible gambling,
health, safety and security

Employees
 taff Council and other
S
consultative groups
Internal briefings/webinars
and telephone feedback
Employee newsletters
‘Speak Up’ feedback
‘Ideas from You’ suggestions
Health & Safety Committee

Investors and
shareholders
 nnual Accounts and CR
A
Reports
Investor roadshows
Face to face dialogue
Socially responsible
investment research
CR indices and disclosures,
including participation in
the DJSI, FTSE4Good
and Carbon Disclosure
Project (CDP)
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Betting and
gaming industry
 embers of the Association
M
of British Bookmakers (ABB)
and the Remote Gambling
Association (RGA)
Lead industry forums on CR
issues e.g. Safe Bet Alliance
Support responsible gambling
charities and services
Sponsor horse and
greyhound racing
Members of the Horserace
Betting Levy Board and
Bookmakers’ Committee
Support the Football
Leagues through payments
for data rights
Work with partners and
suppliers to improve products
and business performance

Customers
 roduct trial groups
P
24/7 customer service team
WOW! customer service
nominations
Close-up magazine
Feedback facility on
the website
Mystery shopper
programme

Charities and
community bodies
 adbrokes in the Community
L
Charitable Trust (LICCT)
supports local communities
and national charities
Founder of Citizencard
Crimestoppers partner
Support gambleaware.co.uk

7 Pillars
of our
CR strategy

Our CR programmes support the objectives of
our Group strategy. The ‘7 pillars’ address some
of the major issues we face as a business.

1
Responsible
gambling

7

2

Communities
and charities

Customers

6

3

Environmental
management

Employees

5

4

Health, safety
and security

Partners and
suppliers
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Our CR
strategy
Overall
Aim
 upport our broader business strategy
S
Remain a leader in our sector for CR

1 Responsible
gambling
2 Customers

3 Employees

2010
Targets
 aintain our sector leading position in key CR
M
indices, especially the DJSI and FTSE4Good
Demonstrate leadership in social responsibility
performance and help to improve standards

 aintain high responsible gambling standards across
M
the business
Keep compliant with regulatory requirements where we are licensed
to operate, including the Gambling Commission in Great Britain
Continue to fund research, education and treatment of
problem gambling
 aintain high levels of customer satisfaction with average
M
mystery shopper results above 83%
Continue to improve customer loyalty, monitoring customer
views and the take up and performance of our OddsOn!
customer loyalty card
 oster a culture of excellence, in which all employees can play
F
their part
Continue to offer great rewards for great performance
Provide structured development opportunities for all
Create opportunities for engagement and feedback

and
4 Partners
suppliers

 ctively promote responsible financial, social, ethical and
A
environmental behaviour throughout our supply chain
Review supplier performance and implement risk-based
audit programme

safety
5 Health,
and security

 ero reportable fatalities or major injuries
Z
Engage with employees through our Health & Safety Committee
Continue to work with peers to improve health, safety and
security levels across the industry

6 Environmental
management

 nsure compliance with the new CRC legislation
E
Implement the carbon plan
Reduce carbon footprint by 21% by 2013

7 Communities
and charities

 ontinue to work with local communities on employment, safety
C
and security issues
Exceed 2009 fundraising totals for LICCT (£699,000)

Ladbrokes plc
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A challenging future
Our new Group strategy sets some
challenging goals.
The CR strategy is designed to
support these goals with the
‘7 pillars’ addressing some of the
major issues we face as a business.
2010
Performance

2010 Targets
Complete/
incomplete


Included
in the DJSI and FTSE4Good for
the 8th year in a row
Highly Commended in pwc’s BPTA
One of Britain’s Most Admired Companies

2011
Targets

Maintain
our sector leading position in key CR indices,
especially in the DJSI and FTSE4Good
Demonstrate leadership in CR performance and help to
improve standards

Successful compliance year
Continued to be a Gold Sponsor of
the GREaT Foundation

 aintain high responsible gambling standards across
M
the business
Keep compliant with regulatory requirements, including
the Gambling Commission in Great Britain
Continue to fund research, education and treatment
of problem gambling

 9% of our OTC business through
3
OddsOn! customer loyalty card
Mystery shopper scores averaged 90%
and 1,531 employees got WOW!
award nominations
2,693 employees rewarded from Serious
About Service incentive campaigns
Developed human resources strategy,
the People Plan
20 employees graduated from Aspire
New Staff Council launched in March
Finalist in Employee Benefits awards
New employee engagement survey
carried out
Environmental, Socially Responsible and
Ethical Purchasing Policy successfully
integrated into our electronic purchasing
system with over 1,085 suppliers signed up
Risk based audit system not
yet implemented


Evolve
the brand based on an integrated approach
to marketing
Maintain high levels of customer satisfaction with
average mystery shopper results above 83%
Continue to improve customer loyalty

International Safety Award and RoSPA
Silver Award
No reportable fatalities or major injuries
Launched Safe Bet Alliance Voluntary Code
of Safety & Security for UK Bookmakers


Zero
reportable fatalities or major injuries
Continue to work with peers to improve health, safety and
security levels across the industry

 arbon Trust Standard achieved
C
in September
Implemented several energy efficiency
and waste recycling initiatives across the
retail estate and reduced our carbon
footprint by 10% from 2008


Ensure
compliance with the new CRC legislation
Maintain progress towards reducing our carbon footprint by
21% by 2013

 mployees raised over £609,000 for LICCT
E
Partnership continues with Crimestoppers,
Cancer Research UK and LICCT supports
Race for Life, Race for Moore and Run 10k

 ontinue to work with local communities on employment
C
and safety and security issues
Exceed 2010 fundraising totals for LICCT


Implement
the People Plan
Develop and embed great rewards for great performance
Monitor employee retention and development across
the business
Repeat employee engagement survey and take action
on results

Review
supplier performance and implement risk based
audit programme

Complete
Incomplete
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Highlights

1

 nother successful compliance year in all countries
A
where we are licensed to operate and specifically in
Great Britain under the Gambling Commission;
Richard Glynn has become a trustee of the GREaT
Foundation and Ladbrokes contributed £765,000 to
help it support problem gambling research, education
and treatment;
Through GREaT and the Responsible Gambling Fund
(RGF), Ladbrokes supports GamCare, the leading
national charity for problem gambling, the National
Problem Gambling Clinic and the Gordon Moody
Association for treating gambling addiction;
We had stands at all the main UK party conferences to
raise awareness of our approach to responsible gambling
issues amongst current and prospective UK Members of
Parliament. We continue to organise shop visits for MPs
to help understand our systems and procedures.

Responsible
gambling
We are working with our
peers to promote responsible
gambling behaviours across
the industry as a whole.
We aim to provide an
efficient, secure, fair and
socially responsible service
for all our customers.

Our activities

It is important to us as a business and to our industry
that we uphold responsible gambling behaviours.
Ladbrokes works with its peers and national governments
to improve responsible gambling across the industry.
For many years we have supported the ABB and the
RGA in establishing industry-wide CR standards and
promoting self-regulation.
We continue to meet the regulatory requirements in all
countries where we are licensed to operate, including those
of the Gambling Commission in Great Britain, the Gibraltar
Regulatory Authority, the governments of the Republic
of Ireland and Northern Ireland, the Belgium Gaming
Commission and the regional governments in Spain.
Furthermore, we continue to support the Gambling
Commission’s three key licensing objectives to:

What do we seek to achieve?

 eep crime out of gambling;
K
Ensure gambling is conducted fairly and openly;
Protect children and vulnerable people from being
harmed or exploited by gambling.

Our approach to responsible gambling
ensures that we:

Maintain
best practice standards across the business
and where possible the industry;
Ensure that our customers have enough information
to make informed choices;
Provide inherent protection to minimise the chance
of problems developing;
Protect the young and vulnerable;
Develop responsible products and services.

For most people, gambling is an enjoyable and harmless
leisure pursuit. However, for a small number of people
gambling can become a behavioural problem.(1) Ladbrokes
fully recognises its responsibility to help tackle problem
gambling, understand its causes and promote its treatment.

What do our stakeholders want?

1

Our customers, employees and regulators
expect us to behave responsibly by:
 roviding an enjoyable and safe leisure experience;
P
Making sure we operate legally;
Minimising the risks of gambling addiction;
Ensuring that we protect the young and the vulnerable;
Reducing crime and unlawful behaviour.

	The 2010 British Gambling Prevalence Survey has shown that less
than 1% of the British population are likely to have a problem with
their gambling

(1)
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Responsible gambling behaviours

comprehensive employee training. Our marketing and
advertising does not target people younger than 18 years
of age. Furthermore, our UK retail employees challenge
anyone who appears to be under 21 years and ask for
proof of age – Think 21!;
Online age verification checks – we carry out electronic
age verification checks on all customers in locations
where such checks exist. Anyone who is under the age
of 18 and found to be using the site may be reported to
the police;
Self-exclusion arrangements – to assist customers
who face problems and wish to stop gambling with
us, our customer-facing employees are all trained
in administering self-exclusion. Once in place,
self-exclusion lasts for a minimum of six months during
which time we take all reasonable steps to stop the
customer placing a bet with us.

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

Clear customer information

We ensure that our customers can make informed choices
by providing clear information about:
 ur products – so that they know exactly how to get the
O
most out of our offering;
Problem gambling issues – so that they can identify
issues when they arise and know where to get help
should they need it;
Their own gambling history – our online and telephone
betting customers have access to information about their
account and their recent spending behaviours.

Developing responsible products

 e incorporate UK standards and CR criteria in
W
developing new games, machines or other products.

Inherent protection systems

We provide inherent protection to try to limit the possible
financial impacts on our customers from excessive
gambling, for example through:
 aily and weekly limits on spend – this facility enables
D
customers to limit the amount of money that they are able
to deposit online into their account on either a daily or a
weekly basis;
In some cases with our online customers we carry
out detailed customer due diligence prior to accepting
their account.

How does Ladbrokes perform?

Protecting the young and the vulnerable
We protect children and vulnerable people through,
for example:
 lear marketing standards – we helped to
C
develop and uphold an industry-led voluntary
code on responsible advertising;
Strict age limits – we rigorously enforce the
18 year age limit through clear signage,
age checks (both on and offline) and

2010
performance

2009
performance

Target if
applicable

16,195
(100%)

16,569
(100%)

100%

Shops with information
on self-exclusion(1)

100%

100%

100%

Customer interactions
regarding problem
gambling

14,994

17,405

0

1

KPI

Customers
well
informed

Protecting
the
vulnerable

Employees trained in
responsible gambling
practice

Breaches of
advertising standards(2)
Self-exclusions made
Online age
verification checks
Proof of age checks
in shops(1)

Research
Cash and in-kind
and support contributions towards
responsible gambling
charities

9,648

9,199

721,957

513,125

25,798

21,190

£770,918

£769,540

0

What are the challenges we face?
BETTING ADJUDICATION

Service Ltd

 etecting underage gambling. This is always a key
D
challenge, whether in the shops, by telephone or online.
Age verification systems have their limitations;
Adverse societal opinions about the gambling industry.
Topics that have been raised this year relate to the
clustering of betting shops on high streets and the
recently published UK gambling prevalence survey;
Government policy changes. This can often change
the way in which gambling is regulated and taxed.

	The UK and Ireland only
ASA Council decisions

(1)

(2)
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2

Customers
Our customers come from
all economic groups and
with our websites offering
betting and gaming in
9 languages and 17
currencies, they are all over
the world. In a single day,
Ladbrokes will handle over
a million transactions from
customers across the globe.

What do we seek to achieve?
Our responsible approach to customer
service is centred around:
 nderstanding our customers’ needs so that we serve them
U
better and offer products that they are interested in;
Protecting our customers’ interests so that they feel safe
and secure in dealing with us;
Customer satisfaction so that they will remain loyal.

Highlights

 ontinued to be recognised for good customer care –
C
our mystery shopper scores averaged 90% customer
satisfaction and we received 1,531 WOW! award
nominations from customers for excellent
customer service;
Launch of the new 2010 Ladbrokes Serious About
Service (SAS) and employee incentive campaigns,
including Making it Happen and Raising the Stakes.
A total of 2,693 employees were rewarded for excellent
customer service during the year;
Maintained our position as a leading betting brand in
the UK with 35% of adults spontaneously citing
Ladbrokes before any other brand. The nearest
competitor was at 16%;
Our customer loyalty card – OddsOn! – continues
to grow with 250,000 new customers signing up in
2010 and a total of 1.1 million customers altogether.
Through OddsOn! we have given back to our customers
over 3.4 million free bets with 1.1 million of those in 2010;
New Director of Customer Experience appointed;
4 of our employees were finalists in the Racing Post
Betting Shop Manager of the Year competition;
170 employees attended our third SAS Awards
in November.

Our activities

Ladbrokes needs to have a better understanding of its
customers than any of our competitors. If we do this we can
deliver a better product range and an improved overall
customer experience that will really stand out. During 2010
we have appointed a new Director of Customer Experience
and changed the management structure to focus on
delivering to the customer, regardless of the channel.

Understanding our customers’ needs

 adbrokes is a trusted brand. To check our performance,
L
we continually seek the views of our customers and
encourage feedback on our employees and services;
We are developing a more bespoke and personalised
service with the help of our customer relationship
management systems and have rolled out our OddsOn!
customer loyalty card.

Protecting our customers’ interests

We seek to protect our customers through fair dealings,
providing security of information and data protection, and
offering the backup of an independent adjudication service,
the Independent Betting Adjudication Service.

What do our stakeholders want?
Our customers obviously want the best
prices but beyond that they expect:
Excellent customer service;
An enjoyable and safe leisure experience;
Fairness and integrity in betting and gaming;
Financially safe transactions;
Best in class product portfolio.

2
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Customer satisfaction

 e are committed to offering the best customer
W
experience and we place a high priority on service.
We monitor customer satisfaction through feedback,
complaints and independent audits as an integral part
of our employee incentive and reward programmes.
This has huge benefits for the business since we know
that the higher scoring shops in terms of customer
satisfaction also perform better in financial terms;
Customer feedback is monitored on a continuous
basis through our customer service lines, our WOW!
customer comment cards and the feedback mechanism
on our websites;
The level and type of complaints has increased again this
year but still remains small in comparison to the millions
of transactions we process every day;
We reward exceptional customer service through our
internal WOW! I’ve Noticed scheme, and in 2010 we
received 1,531 WOW! nominations for our employees,
slightly down from last year;
In January 2010 the revamped mystery shopper
programme was relaunched under a new heading:
“Raising The Stakes”. The key objective of delivering
our service promises to every customer in every shop,
every day remained the same but the way in which we
measured our performance was adapted to become
more challenging and more reflective of customer
referral. For the 5 waves of the 2010 programme we
achieved an average score of 90% customer satisfaction
which was an exceptional improvement of 6.3% on the
2009 average score;
In a very challenging economic environment, where
customer service remains one of the key differentiators
against our competitors, we really believe, as
demonstrated by the level of employee engagement
and improved results, that we have driven customer
service across our estate to a new and exciting level.

Mystery shopper campaigns
national average scores
(%)
2008
2009

87.4

2009

83.7

2010
2010

90.0

How does Ladbrokes perform?
2010
performance

2009
performance

Target if
applicable

90.0%

83.7%

>83%

1,531

1,575

Customer complaints

14,781

8,336

Complaints which
specifically relate to a
gambling transaction

908

803

1,100,000

770,000

35%

34%

KPI

Customer
satisfaction

UK mystery
shopper scores
Nominations for WOW!
awards

OddsOn!
card holders
Unprompted brand
recognition

What are the challenges we face?
 nderstanding changing customer trends. Customers are
U
becoming more and more discerning and are accessing an
increasing range of products and platforms;
Maintaining customer loyalty. Customers expect a
sophisticated level of service and will shop around for
the best deals;
Keeping pace with new technologies. Technology can
underpin best in class pricing, trading and liability
management and enable us to offer more products and
maximise our margin.

90.0%
+6.3%

BETTING ADJUDICATION

Service Ltd
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Highlights

3

Employees
We need a high level of
competence across the
business to meet our Group
objectives and respond to
changing market needs.
Our new human resources
strategy seeks to achieve
this by further aligning our
rewards, resourcing,
incentives and development
programmes with Group
performance targets.
What do we seek to achieve?

 ,693 employees rewarded during the year through the
2
2010 Serious About Service programme. Incentives
included “Making It Happen”, “Winning the World”, and
“Customers are Key”. Plus the relaunch of the mystery
shopper programme as “Raising the Stakes”;
£600,000 spent on staff training, with over 7,650
employees receiving training during 2010 – over 110%
higher than last year;
20 employees graduated from our Aspire management
development programme;
Highly Commended in the 2010 Employee Benefits
awards for most effective motivation or incentive
strategy. Runner up in the Compensation and Benefits
Professional of the Year and Communications Strategy
of the Year;
Runner up in the 2010 Personnel Today Awards for
our reward and benefits schemes;
48% of our workforce actively takes advantage
of the Ladbrokes employee benefits scheme
www.clubladbrokes.co.uk, up from 35% last year.

Our activities
Human resource management

Our aim is for Ladbrokes to be a centre of excellence
with outstanding, passionate and motivated employees.
To achieve this, our people management, reward and
development systems need to be state of the art.
 arly in 2010 we appointed a new Group HR Director
E
who has led the development of a new human resources
strategy, the People Plan. We have restructured the
HR team and appointed a new Head of Leadership,
Learning and Talent;
Our development and reward programmes have also
been refreshed to support our business objectives
and provide great rewards for great performance.

As a major employer in the betting and
gaming industry we aim to:
 e a centre of excellence by attracting and retaining
B
a talented workforce;
Provide competitive benefits, rewards and
opportunities for career development;
Establish a fair and supportive working environment;
Understand the needs and expectations of our employees;
Maintain high levels of employee satisfaction;
Promote high ethical standards across the business.

What do our stakeholders want?
Our employees and our local communities
want us to provide:
 ood jobs with competitive pay and benefits;
G
A family friendly and flexible business;
Opportunities for learning and progression.

3
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Restructuring

 o meet our business needs, we have put in place a
T
completely new management structure and made some
key appointments at senior levels. We have consolidated
our central support teams with everybody moved to the
head office at Rayners Lane in Harrow;
Part of the restructuring has meant the sale of the Italian
business and the closure of our call centre in Liverpool,
resulting in the loss of 700 employees. In Italy the
employees moved with the business. In Liverpool all
redundancies were made only after an appropriate
consultation process during which we worked closely
with the unions and local MPs. Where possible,
employees were redeployed to other parts of the
business. For those who left the Company, we provided
training and through an internal job shop, offered support
with finding future work.

Working environment

 e are taking action to create working environments that
W
enable collaboration and dialogue. We have remodelled
our head office building to break down walls and other
barriers, bring teams together in one place and
encourage senior managers to sit with their teams.
We have implemented solutions that bring more of the
Ladbrokes brand experience into our offices.

Two-way communication
 e recognise that progress must be made with employee
W
engagement. Employee-facing communication channels
have been audited and an improvement programme put
in place. This programme will deliver a new internal news
magazine, a new intranet, more phone-based audio
broadcasts and face to face meetings such as “town
halls” and roadshows. Our “Speak Up” channel continues
to provide feedback from the front line to our head office;
A robust framework for measuring employee engagement
and satisfaction has been introduced, including a rolling
programme of surveys. In the first survey 3,000
employees shared their views. A larger survey will be
launched in May with actions taken on the results by the
end of 2011. The results will be benchmarked against UK
industry norms;
We continue to monitor the composition and purpose of
our Staff Council so that it accurately reflects the needs
and interests of employees in our business.

What are the challenges we face?
 ompetition for talent. Ladbrokes’ future success depends in
C
part on its ability to continue to recruit, motivate and retain
highly experienced and qualified employees. There is intense
competition in the betting and gaming industry for skilled
personnel, in particular for qualified bet pricing and risk
management personnel;
Developing high performing teams. Recognising the
increased importance of getting the best out of our existing
employees. Making sure we continue to align our reward
schemes to meet our core business objectives.

How does Ladbrokes perform?
2010
performance

2009
performance

Employees
worldwide(1)

16,195

16,569

Female employees

60.8%

61.7%

Employees from ethnic
minority groups

13.9%

13.7%

Average turnover for
shop staff

21%

18%

Average turnover for
middle managers

19%

14%

Employee
Employees receiving
training
induction and
and
development training
development

7,650

3,524

£600,000

£700,000

KPI

Employee
demographics

Employee
retention

Annual spend
on training

Target if
applicable

Employee
ownership

Employees owning
shares in the
Company

5,875
(36%)

6,400
(39%)

Sickness
rates

Sickness days per
employee during
2010(2)

7.4

8.2

6.4(3)

100%

100%

100%

11

1

High ethical Employees informed
standards
about the codes of
practice and the
whistleblowing policy
Whistleblowing
incidents reported
and investigated

	Full-time and part-time employees in continuing operations at
31 December
Data for the UK, Ireland and Gibraltar only
(3)
National average for the UK
(1)

(2)

Ladbrokes plc
Corporate Responsibility Report 2010

13

Our employees

People employed worldwide at 31 December
(full and part time)
2007

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

15,307

2008
2009
2010

16,394
16,569
16,195

Gender breakdown of our employees
as at 31 December 2010(1)

1

1 Female 60.8%
2 Male 39.2%

2

Employee age distribution
as at 31 December 2010(1)

1

5

2

4

1 <25 24.4%
2 25-34 30.1%
3 35-44 17.4%

4 45-54 16.2%
5 55-65 10.2%
6 >65 1.7%

3

Full-time and part-time employees
as at 31 December 2010(1)

1

1 Part time 56.0%
2 Full time 44.0%

2

13.9%
+0.3%

Employees from ethnic minority
groups in Ladbrokes compared
to average UK population(1)
(%)
2007
2007
2008
2008
2009
2009
2010
2010
UK average

6

 e are pleased to have an extremely loyal workforce.
W
In the UK, 42% of our employees have been with us for
more than 5 years and 12% for more than 15 years. Our
longest serving employee has just completed 46 years
with the business and our oldest employee is 86 years
of age;
We operate a flexible working policy and have a number
of home workers, term-time only employees, those
who work a compressed working week, as well as
job-share and part-time roles. In the UK over 56% of our
employees take advantage of this flexibility by working
part-time. We also had 171 employees on career breaks
(up from 148 in 2009);
We promote equality of opportunity and employ a diverse
range of valued individuals. Approximately 45% are aged
over 35, 2% over 65, 61% of our UK employees are
female and approximately 14% are from ethnic minorities;
Ladbrokes also undertakes a wide range of welfare
initiatives each year to ensure employees are supported
at times of stress or difficulty, including providing a
hospital savings scheme, financial information, stress
management training and a post-incident support team.

7.90
11.26
7.90
11.03
7.90
13.65
7.90

13.93
Ladbrokes

	UK employees only

(1)
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How does Ladbrokes perform?

4

Partners
and suppliers

KPI

Supplier
standards

We have over 1,000 business
partners and suppliers.
We apply high ethical
principles to all our business
relationships and we
promote good ethical,
environmental and social
standards within our
supply chain.

Central suppliers
signed up to the CR
standards

2010
performance

2009
performance

Target if
applicable

1,085
(100%)

756
(100%)

100%

Our activities

 e aim to ensure that both Ladbrokes and those
W
who supply us with goods and services are working
in accordance with stringent standards on safety,
employment, staff welfare, human rights and the
environment, wherever in the world they might be based
or operate. We have over 1,000 partners and suppliers
who are predominantly UK or EU based, providing goods
and services across our business;
 ll suppliers wishing to engage with Ladbrokes must first
A
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 1,085 suppliers have now signed up,
which represents 100% of all new contracts through
central procurement.

What do we seek to achieve?

What are the challenges we face?

We aim to partner with organisations who
demonstrate a shared commitment to our
CR goals. In particular, we want:

We are heavily dependent on a number of
third parties. Our key challenge is to:

 ll of our product development and delivery partners to be
A
the best-of-breed, qualified in the development and delivery
of specific services across all our global outlets and channels;
To maintain the highest business ethics in all our dealings
with current or potential suppliers and partners;
To actively promote responsible financial, social, ethical and
environmental behaviour throughout our supply chain;
To minimise the risks from our third party relationships,
including business partnerships, joint ventures and within
our supply chain.

 anage the risks in our supply chain so as to avoid the
M
withdrawal or removal from the market of one or more of
these major third party suppliers, or failure of third party
suppliers to comply with contractual obligations.

What do our stakeholders want?
Our shareholders, business partners and
suppliers want us to:
 rovide open, honest and fair business relationships;
P
Grow our business sustainably;
Continue making profits for shareholders and partners;
Maintain our strong reputation.

4
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Highlights

5

 ur international health and safety record in 2010
O
remains good. Although the number of accidents on our
premises in the UK, Ireland and Gibraltar has increased
from 2009, largely due to an increase in slips, trips and
falls, we actually had a reduced number of reportable
incidents and no reportable fatalities or major injuries
across our business. Our incident record in the UK
remains lower than national average statistics;
Our internal compliance audits, which cover all aspects
of health, safety and security, yielded a 88.8% success
rate across our retail and head office estate. This is an
increase of 1.7% from 2009 and we achieved our health
and safety compliance target of more than 85% success;
In the UK there were no enforcement notices or
prosecutions for health and safety offences following
180 health and safety inspector visits;
Our sickness rates for 2010 averaged at 7.4 days per
employee, which is down from 2009 but still above the
UK average of 6.4 days*;
We received an international safety award from the British
Safety Council and a RoSPA Silver Award;
We continued to work with the Safe Bet Alliance to
develop and issue a Voluntary Code of Safety & Security
for UK Bookmakers. The Safe Bet Alliance is a
collaborative initiative which includes the ABB,
Metropolitan Police, Local Authorities Coordinators of
Regulatory Services and Community Union. The Code
sets out a single national standard for betting shop safety
and security.

Health, safety
and security
We are committed to
providing a healthy and
safe environment for our
employees, customers
and for all visitors to our
premises. We also have
advanced systems in
place to protect all our
personal, financial and
transactional data.

Our activities

What do we seek to achieve?
We place great importance on protecting
our employees, customers and other
visitors to our premises. We also take the
security of our finances and our confidential
information very seriously.
 e aim for best practice in health, safety and security
W
throughout all our operations;
We support a proactive culture of risk management
to ensure accidents and incidents remain as low as is
reasonably practicable.

 ll of our employees receive training on health, safety and
A
security and Ladbrokes is the only bookmaker to have an
Institute of Occupational Safety and Health accredited
training course;
Violence in the workplace statistics have been kept for
some considerable time to enable management to
understand the issues and then to deal effectively with
work related violence occurring mainly with customers in
the shop estate. During 2010 we completed our Violence
in the Workplace training for all District Supervisors and
Area Operations managers. This programme was
designed and delivered by the Suzy Lamplugh Trust;
We developed a new computer based training module
on health and safety which is being rolled out across
the business;

*CBI/Pfizer Absence and Workplace Health Survey published in June 2010.

5

What do our stakeholders want?
Our employees, customers and our local
communities want us to:
 rovide a safe place to work and to spend leisure time;
P
Minimise financial liabilities for the Company;
Reduce crime and unlawful behaviour.
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 ne of the important risks to the health of our employees
O
and our customers are breaches of security on our
premises, such as robbery and theft. This has been
an area of focus for us for the past few years. We have
introduced a number of safety features throughout the
retail estate including a 24/7 security control room, panic
buttons, burglar alarms, CCTV, safes and magnetic
door locks, staff awareness training and a night time
call out procedure;
We have finalised the Ladbrokes Safe Driving Guide and
are using an interactive online risk management survey,
“Virtual Risk Manager”, to help our drivers manage and
limit their personal risks;
The annual Health and Safety Competition took place
during October and continues to raise awareness of
health, safety and security issues;
Ladbrokes is the only bookmaker to have developed a
Primary Authority relationship in the UK under the new
scheme for better regulation. Liverpool City Council now
acts as a single point of contact – a Primary Authority –
for all health and safety issues affecting Ladbrokes shops
all over the UK;
We continue to work in partnership with Crimestoppers,
the police and local communities to help improve
community safety;
Ladbrokes is also a corporate sponsor and sits on the
board of the Association of Business Crime Partnerships
(ABCP). ABCP is an independent not-for-profit
organisation working with many business sectors to
reduce crime affecting business in towns, cities and
shopping centres;
We deploy advanced security systems to protect all
personal, financial and transactional data. We also have
extensive money laundering and fraud protection
procedures in place;
In addition, we carefully monitor and seek to minimise
the financial impacts of health and safety related claims
from across our business. The number of accidents
on our premises has increased from 2009 and we are
experiencing an increase in litigation claims compared
to 2009.

88.8%
+1.7%

Internal health, safety and
security compliance audits (%)

88.0

2006

90.5

2007

85.9

2008
2009

87.1

2010

88.8

How does Ladbrokes perform?(1)
2010
performance

2009
performance

2,542

1,847

88.8%

87.1%

180

117

0

0

163

139

Reportable incidents(2)

13

16(3)

Reportable incidents
per 100,000
employees(4)

80

100

145

129

0

0

KPI

Internal
health,
safety and
security
audits

Internal compliance
audits

Success rate of internal
compliance audits
Regulatory
inspections

Health and
Safety Enforcement
Officer visits
Enforcement
or prosecution
notices issued

Employee
incidents

Public
incidents

Accidents

Accidents
Reportable incidents

Target if
applicable

>85%

What are the challenges we face?
In common with the industry as a whole,
our key issues are:
 reventing crime and violence in our betting shops.
P
Betting shop robberies remain a key issue across the
industry. Acts of violence in our shops can harass or injure
our employees and may result in damage to our equipment.
Criminal damage to machines has increased this year;
Avoiding debit or credit card fraud and money laundering.
The industry identifies and reports suspicious activities by
customers in order to minimise risks.

Data for the UK, Ireland and Gibraltar
Over 3 day injuries reported to the UK Health and Safety Executive
Restated from 2009 CR report
(4)
	The UK average number of reportable incidents (RIDDORs)
involving over 3 days injuries is 473 per 100,000 employees, which is
significantly higher than Ladbrokes’ rate of 80 for 2010. Our continued
focus on health and safety has resulted in this strong performance.
RIDDOR is not applicable in Gibraltar as they are governed by the
local legislation but no reportable notifications were reported under
this local legislation. For our operations in Belgium, the last 5 years’
statistics reveal that the level of work accidents are below the average
of other Belgian companies
(1)

(2)

(3)
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Environmental
management
We are committed to
improving our environmental
performance. Moving
towards being a greener
Company is something that
we recognise as being
important from a global
environmental and
reputational perspective,
as well as being a more
efficient way to operate.
What do we seek to achieve?

 adbrokes achieved the Carbon Trust Standard in
L
September in recognition of the progress it has made
against its five year carbon plan to reduce its carbon
footprint by 21% by 2013 (from the 2008 baseline);
Our CO2 and other greenhouse gas (GHG) emissions
from our UK Retail, Digital and our greyhound tracks were
52,818 tonnes of CO2 equivalent for 2010. This is 10.1%
down on 2008 and 4.1% down on 2009;
We continue to participate in the CDP – an investor
sponsored scheme for collating company data on climate
change issues. Ladbrokes improved its disclosure score
significantly from 35 to 50, moving into the ‘mid-range’
rather than ‘low’ category. We are in a leadership position
compared to our closest peers in the CDP assessment.

Our activities

We have set up a green task force to minimise the impact
of increasing environmental costs on our operations with
representatives from across the business. Our main
environmental focus is on energy efficiency, resource
usage and waste management.

Energy and climate change

Over 87% of our CO2 in the UK was generated by the
electricity used in our retail shops. The chart on the next
page shows how this electricity is used in our shops and
most notably illustrates that 74% of this is attributable to
heating, cooling and lighting;
We have identified and implemented a number of energy
efficiency initiatives during 2010;
We have installed smart meters in 1,000 UK shops and
expect to roll these out to all UK shops by March 2011,
enabling us to keep track of exactly where energy is
being consumed and where it can be reduced.

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

What do our stakeholders want?
Our stakeholders are all keen for us to
manage our environmental impacts,
wanting us to:
 rovide opportunities for recycling;
P
Minimise our carbon emissions;
Protect natural resources.

6
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Carbon and other GHG emissions from our UK
estate (based on October 2010 DEFRA GHG
reporting guidance)
Tonnes – CO2 equivalent
2008

2010

52.8

Breakdown of electricity usage
in a typical Ladbrokes shop
1 TV wall 11%
2 Heating,
ventilation
& air
conditioning
52%

4

3 Lighting 22%
4 Signage 5%
5 IT/back of
house 9%
6 Vending 1%

3
4
5

1 Electricity 95.5%
2 Road travel 1.2%
3 Air travel 1.0%
4 Gas 1.6%
5 Fuel Oil 0.7%

1

5

6
2

3

Breakdown of 2010 carbon and
GHG
1
emissions C02 equivalent

3

1

6

2

4
5

Shop’s energy dashboard
Current
Performance

How to reduce
Energy Cost

Help?

13kWh
23:00

21:00

19:00

17:00

15:00

13:00

11:00

09:00

07:00

05:00

03:00

Half an Hour

110

220

330

383

12kWh

Your Night Time Electricity Usage for week Night time
between Tuesday 2010.10.13 & 2010.10.19 waste

Tuesday

Monday

Sunday

Saturday

0kWh
Friday

20
15
10
5
0

Thursday

kWh

0

Night time
actual
01:00

kWh

5
4
3
2
1
0

Night Time
Your last 28 days usage

Night time
target

Your Electricity Usage for
Tuesday 2010.10.19

Sustainable paper

 e currently use 1,150 tonnes of paper each year
W
to produce our betting slips and football coupons.
These products are made from 100% Programme for
the Endorsement of Forest Certification (PEFC) paper;
Our point of sale material is 80% PEFC, 10%
Forest Stewardship Council (FSC) with the remaining
balance uncertified.

55.1

2009

Waste and recycling

 e have continued to work with Greenstar, our national
W
waste management provider, to manage our retail shop
waste. In 2010 we have recycled 1,088 tonnes, up from
140 tonnes in 2009. This is only 38% of our total shop
waste and so we still have some way to go.

59.2

Wednesday

 ll of our shop linear fluorescent lighting has been
A
upgraded to incorporate high frequency technology,
which has reduced our total energy spend by 8% in
2009/10. We have also developed a new shop-fitting
specification incorporating many of the new carbon
reduction technologies. As a result our new shops are
30% more efficient. So we are making steady progress;
We have implemented an on-screen ‘dashboard’ to be
accessed by employees from their tills. The dashboard
will present the electricity use of an individual shop by
hour, day, week or month as required. A “Green Business
Challenge Button” allows shops to track their targets and
performance in terms of energy reduction, day and night.
Ladbrokes has set a target night time waste of 0.6kW/half
hour. If shops are having difficulty achieving targets then
employees can access advice on what to do or call a
central number to speak directly to our Energy Manager.
In addition, the dashboard offers tips and advice from
fellow team members. This is supported by a renewed
focus on employee engagement to ensure that
employees see tackling waste as their responsibility;
We have also been working hard to green our UK car fleet
by offering qualifying lower emission cars. Our car fleet
now has an average emission figure of 141g of CO2 per
km, nearly 20g per km less than the average for new cars
in the UK.

Day

Target 374kWh
Actual 383kWh
Waste 9kWh
Cost of Wastage £0.96

Cost of
Wastage

£00

What are the challenges we face?
There is a growing interest in global
environmental issues and our challenges
are to:
 eet the expectations of our stakeholders, especially the
M
UK government targets to reduce carbon emissions by 21%
by 2020 and 80% by 2050;
Engage our employees in helping to save energy and
changing their behaviours to eliminate wastage.

How does Ladbrokes perform?

Energy
usage

KPI

2010
performance

Energy (kWh)

97,855,213 101,934,428

Carbon and other
GHG emissions
(tonnes)

(1)

Waste

Waste recycled
(tonnes)

Water

Average water use
per shop (m3)

2009
performance

52,818

55,066(1)

1,088
(38%)

140
(7%)

116

130

Target if
applicable

46,600

Re-evaluated using DEFRA GHG conversion factors, October 2010, UK
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 he British Bookmaking industry employs over 40,000
T
people in the UK, approximately 36% of whom work for
Ladbrokes. During 2010 we contributed over £195 million
in wages and salaries in the UK and £249 million globally;
Ladbrokes operates over 2,000 shops in the UK, paying
over £16 million in local taxes to over 350 councils, and
generates £219 million per annum in levies, corporation,
employment and other taxes for the UK Treasury;
Our employees raised over £609,000 during 2010 through
various fundraising initiatives across the UK plus over
£100,000 in Ireland;
LICCT donated over £758,000 to 230 charities across the
UK, including £100,000 to the Breast Cancer Awareness
Campaign, £100,000 to the British Association for
Adoption & Fostering and £124,000 to Cancer
Research UK;
Ladbrokes continued to support Citizencard, the national
proof of age scheme, and £765,000 was donated to the
GREaT Foundation, which manages voluntary funding
raised by the betting and gaming industry for problem
gambling research, education and treatment.

Communities
and charities
We support the wider
economy by paying our
taxes, providing employment
and contributing towards a
safer environment. Through
our sponsorship, donations
and fundraising we support
our local communities. We
also support our society
through contributions to the
sporting, horseracing and
greyhound racing industries.

Our activities

Our community strategy aims to support the communities
in which we operate. Whenever we partner with a
community group or a charity, we do our best to create a
holistic programme of events, not only to raise funds, but
also to raise awareness of major health and community
issues and to educate our employees and our customers.

Creating opportunities for employment

 adbrokes contributes over £1 million per year to the
L
sporting, horseracing and greyhound racing industries;
We employ over 16,100 people globally(1), which includes
approximately 36% of the British Betting Industry, and
contribute to the further 62,300 jobs in the supply chain.

What do we seek to achieve?
We are committed to being a good corporate
citizen and use our corporate resources in
ways that benefit rather than damage the
social, economic and environmental
conditions of the communities in which
we operate.
Our sponsorship and charity focus is on getting money and
support to where it is really needed, in particular in these
main areas:
Healthcare
Medical research/treatment;
Hospice services;
Disabled support/treatment;
Home support.
Education/sport
Educational development;
Research/support of services to those with learning difficulties;
Specialist support in deprived areas;
Sports facilities for the disabled;
Sports regeneration projects.
Community
Support projects for the homeless and aged;
Crime reduction programmes;
Social activity projects for those at risk.

	Full and part-time employees in continuing operations as at
31 December 2010

(1)

What do our stakeholders want?
Our employees, regulators and the public
want us to play a key role in society by:
 aying our taxes and contributions to the economy;
P
Helping to protect the horseracing and greyhound industries;
Caring for the people who work for us and the society
we live in.

7
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Promoting community safety

 adbrokes continues to work with Crimestoppers, the
L
organisation that encourages people to give anonymous
information on crime to the police. Under its Associate
status, Ladbrokes has become a close partner
of Crimestoppers and contributes to the future
development of the charity by donating over £30,000
to Crimestoppers annually;
Ladbrokes continues to support the local police to
promote community safety.

Raising funds across the business

 ICCT is well supported by Ladbrokes’ employees. It has
L
now raised over £5.7 million for good causes across the
UK since it was established in 2003;
Ladbrokes was the official Timing and Distance Partner
for this year’s Race for Life, organised by Cancer
Research UK. Since Race for Life began, an incredible
5.4 million participants across the UK have raised over
£362 million to fund the work of over 4,000 researchers,
doctors and nurses dedicated to helping more people
beat cancer. The Race for Life involves women in over
300 events around the UK and Ladbrokes and LICCT are
proud to be associated with the event;
Through LICCT we are an official partner of the Bobby
Moore Fund. The Fund is dedicated to fighting bowel
cancer in memory of the legendary football World Cup
winning captain. To date the Bobby Moore Fund has
raised over £14 million for dedicated bowel cancer research,
carried out by leading scientists working across the UK;
Over 1,400 of our employees were involved in our joint
initiatives with Cancer Research UK, including Race for
Life, and Run 10k. These events alone raised over
£125,000.

What are the challenges we face?

Societal
expectations are often much greater than Ladbrokes
can feasibly meet;
The funds available through LICCT are limited by our ability to
raise money through employee initiatives.

1

2

1. Five employees from Ladbrokes joined the 2010 Bobby Moore
Fund project in Brazil
2. Ladbrokes employees entering the 2010 Cancer Research UK’s
Race for Life

How does Ladbrokes perform?
2010
performance

2009
performance

Fundraising Raised by employees
for LICCT in the UK

£609,891

£699,085

Raised by employees
for LICCT in Ireland

£100,883

£118,000

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

£1,113,210

£1,132,110

Cash and in-kind
towards responsible
gambling charities

£770,918

£769,540

Cash and in-kind to all
other charitable causes

£249,529

£144,745

Donations by LICCT in
the UK

£758,251

£659,129

KPI

LICCT
donations
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Target if
applicable

Key
performance
indicators

The key performance indicators (KPIs) below are the critical
measures by which we judge the progress of our CR programme.
Check out how we performed over the past three years...
2010
performance

2009
performance

2008
performance

Target
if applicable

Employees trained in responsible gambling
practice
Shops with information on self-exclusion(1)

16,195
(100%)
100%

16,569
(100%)
100%

15,000
(100%)
100%

100%
100%

14,994

17,405

11,532

Protecting the vulnerable

Customer interactions regarding problem
gambling
Breaches of advertising standards(2)
Self-exclusions made
Online age verification checks

0
9,648
721,957

1
9,199
513,125

0
8,078
647,678

Research and support

Proof of age checks in shops(1)
Cash and in-kind towards responsible
gambling charities

25,798
£770,918

21,190
£769,540

15,472
£624,300

UK mystery shopper results
Nominations for WOW! awards

90.0%
1,531

83.7%
1,575

87.4%
840

Customer complaints
Complaints which specifically relate
to a gambling transaction
OddsOn! card holders
Unprompted brand recognition

14,781
908

8,336
803

4,595
659

1,100,000
35%

7,700,00
34%

16,195
60.8%
13.9%
21%
19%
7,650

16,569
61.7%
13.7%
18%
14%
3,524

KPI

1

2

3

Responsible
gambling
Customers
well informed

Customers
Customer
satisfaction

Employees
Employee
demographics

Employee retention
Employee training
and development
Employee ownership
Sickness rates
High ethical standards

Employees worldwide(3)
Female employees
Employees from ethnic minority groups
Average turnover for shop staff
Average turnover for middle managers
Employees receiving induction and
development training
Annual spend on training
Employees owning shares
in the Company
Sickness days per employee
during 2010(4)
Employees informed about the codes
of practice and the whistleblowing policy
Whistleblowing incidents reported and
investigated

£600,000
5,875
(36%)
7.4
100%

100%

100%

11

1

0

The UK and Ireland only
ASA Council decisions
(3)
	Full and part-time employees in continuing operations at 31 December
(4)
	Data for the UK, Ireland and Gibraltar only
(5)
	National average for the UK
(2)
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>83%

16,394
62.3%
11.0%
24%
15%
3,575

£700,000 £1,000,000
6,400
7,000
(39%)
(43%)
8.2
7.1

(1)

0

6.4(5)
100%

2010
performance

2009
performance

2008
performance

Target
if applicable

1,085
(100%)

756
(100%)

250
(50%)

100%

2,542
88.8%

1,847
87.1%

1,084
85.9%

>85%

Health and Safety Enforcement Officer visits

180

117

92

Enforcement or prosecution notices issued
Accidents
Reportable incidents(2)
Reportable incidents per 100,000
employees(4)
Accidents
Reportable incidents

0
163
13
80

0
139
16(3)
100

0
145
9
64

145
0

129
0

118
0

KPI

4
5

Partners and
suppliers
Supplier standards
Health, safety
and security(1)
Internal health,
safety and
security audits

Regulatory inspections
Employee incidents

Public incidents

6

Environmental
management
Energy usage

Central suppliers signed up to the CR
standards

Internal compliance audits
Success rate of internal compliance audits

Waste

Energy (kWh)
Carbon and other GHG emissions
Waste recycled (tonnes)

Water

Average water use per shop (m3)

7

Communities
and charities
Fundraising

Company contributions

LICCT donations

Raised by employees for LICCT
in the UK
Raised by employees for LICCT
in Ireland
Contributions by Ladbrokes –
time resources given to LICCT in the UK
Cash and in-kind towards responsible
gambling charities
Cash and in-kind to all other
charitable causes
Donations by LICCT in the UK

97,855,213 101,934,428 106,854,511
52,818
55,066(5)
59,184(5)
1,088
140
1.5
(38%)
(7%)
(<1%)
116
130

£609,891
£100,883

£699,085
£118,000

0

46,600

£791,290

£1,113,210 £1,132,110 £1,085,490
£770,918

£769,540

£624,300

£249,529

£144,745

£147,051

£758,251

£659,129

£788,757

Data for the UK, Ireland and Gibraltar 		
Over 3 day injuries reported to the UK Health and Safety Executive
(3)
Restated from 2009 CR Report
(4)
	The UK average number of reportable incidents (RIDDORS) involving over 3 days injuries is 473 per 100,000 employees, which is significantly higher
than Ladbrokes’ rate of 80 for 2010. Our continued focus on health and safety has resulted in this strong performance. RIDDOR is not applicable in
Gibraltar as they are governed by the local legislation but no reportable notifications were reported under this local legislation. For our operations
in Belgium, the last 5 years’ statistics reveal that the level of work accidents are below the average of other Belgian companies
(5)
Re-evaluated using DEFRA GHG conversion factors, October 2010, UK
(1)

(2)
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Governance,
review and feedback

Governance and management

We believe that if you want to achieve commercial
success on a sustainable basis you need to conduct
business in a responsible way. Therefore, we promote
high ethical principles across the business and believe
in high standards of corporate governance. Our processes
for governance and internal control apply equally to
responsible business practice as they do to other
business issues.
Ultimate responsibility for internal control and managing
risks to the business lies with the Board. Key business risks
and appropriate actions to mitigate risks are considered at
each regular Board meeting and are formally reviewed by
the Board every six months.

Management structure

Group Board

Remuneration
Committee

Operations
Board

Audit
Committee

Operations

CR Team

Central
functions

Further details about our corporate governance procedures
are given in the 2010 Annual Report and Accounts, which
is available on our website www.ladbrokes.com
Our aim is to embed CR policies and processes within the
day to day operation of our business. The Chief Executive
is ultimately responsible for CR matters. The Chief Executive
is supported by the CR Team, who provide an overview and
advisory function for the business.
Overall governance of CR is the responsibility of the Board.
CR and governance issues are given full consideration by
the Board when defining Group strategy.
CR risks are regularly reviewed by the business and are
considered by the Board, as appropriate, as a part of the
corporate risk review process. CR matters are reported
to the Board on a regular basis (as a minimum quarterly),
thus forming part of the Board calendar, along with tailored
director briefings and, where appropriate, training.

Internal
stakeholders

The Board reviews the key CR issues and agrees the annual
CR strategy. Board members are provided with adequate
background information to support their decision making.
The Remuneration Committee also takes account of CR
issues when determining executive remuneration and
benefits. CR governance and management processes
are subject to internal audit and the reporting process is
externally reviewed by our CR advisors, Acona Limited.
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External
stakeholders

Advisory review

Acona Limited as a part of its advisory role to Ladbrokes
has undertaken a review of the information provided in this
CR report. During this review, given our knowledge of the
business, we have sense checked the content of the report,
checked the accuracy of the data transcription from internal
documents and as far as possible checked whether the
report gives a balanced picture of performance.
Acona Limited is an independent consultancy, based in
London, but with employees all over the UK. We have broad
expertise and advise large, mainly corporate, clients on
the full range of social, environmental and ethical matters.
Our team has extensive experience in the field and
biographical information can be found on our website
www.acona.co.uk
Acona Limited has been an advisor to Ladbrokes for the
past 12 years. This support has included advice on strategy
and disclosure and assistance with the implementation of
projects. Acona Limited is independent from Ladbrokes
and is impartial from the organisation’s major stakeholders.

Your feedback
We would like to know what you think
of this report.
Your comments should be forwarded to:
The CR Manager
c/o Group Secretariat
Ladbrokes plc
Imperial House, Imperial Drive
Rayners Lane, Harrow
Middlesex HA2 7JW
csr@ladbrokes.co.uk
An electronic version of this report together with
further details on our Group policies and our
general approach to CR are available from our
website www.ladbrokesplc.com

Jacqui Boardman
Senior Partner
Acona Limited
March 2011
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