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ContentsA global leader 
in betting and 
gaming with Group 
revenues(1) of over 
£1.0 billion.

The publication of our 2012 Corporate 
Responsibility (CR) Report marks the 
second year of our new reporting format. 

Our CR Report is split into two parts:
Part A – a principles document which 
outlines our overall approach to 
corporate responsibility.

Part B – a performance update capturing 
our performance against the KPIs we 
set ourselves and outlining our future 
objectives (this document).

Our report is in a digital only format, 
with both parts available on our website:
www.ladbrokesplc.com 
(1)  Excluding high rollers
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Acting responsibly has always been a 
priority for us. Fair Play is built into the way 
we do business at Ladbrokes. We uphold 
high social, ethical and environmental 
standards across the organisation and 
comply with all relevant CR legislation in 
all countries of operation. Our CR goal is 
to remain a leader in responsible business 
practice. The success of our CR strategy 
rests on being a responsible betting 
and gaming business, developing 
responsible relationships and running 
responsible operations.

Responsible
relationships

 Responsible
operations

Our core 
objective

Performance highlights 

Responsible betting and 
gaming business 
Upholding responsible business practice.

Customers 
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.

Security 
Working to keep crime out of gambling.

Health and safety 
Providing a healthy and safe environment.

Environment 
Reducing our resource 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 2012

Promoting responsible 
gambling

Supported the newly founded Responsible Gambling Trust, the result of a merger 
between the GREaT Foundation and the Responsible Gambling Fund. Continued 
our long-standing commitment to promote responsible gambling with a donation 
of £650,000 for 2012/13. 

Investor recognition Included in the Dow Jones Sustainability Index (DJSI) for the 10th year in 
succession, achieving maximum, world-class scores of 100% in the areas of 
responsible gambling and anti-crime measures. Also included in FTSE4Good, 
receiving particularly high scores for our approaches to corporate governance 
and managing environmental issues. 

Brand recognition Maintained our position as the leading betting brand in the UK with 28% of adults 
spontaneously citing Ladbrokes before any other brand. The nearest competitor 
was at 21%.

Customer insight Refi ned our approach to understanding how we can deliver the best, multi-
channel customer experience. For our Over the Counter interactions, we achieved 
a Net Promoter Score (NPS) of 50.1%, which is recognised as excellent.

Vision & Values Started the implementation phase of a cultural change programme to create 
a high performance culture at Ladbrokes. As a result, 85% of employees have 
a clearer understanding of where the company is heading. The Vision & Values 
programmes will continue in 2013.

Training A total of 7,284 Ladbrokes employees received training, increasing from 5,132 
in 2011. 

Environmental 
responsibility

Continued our energy reduction initiative, aiming to reduce our UK absolute 
carbon emissions by 21% by the end of 2013 compared with 2008. We have now 
met this objective.

Taxes and levies Paid more than £230 million in levies, corporation, employment and other taxes 
to the UK treasury, local councils and the horseracing industry. 

Safety partnerships Continued partnership with the Association of Business Crime Partnerships 
(ABCP), leading to the development of over 100 Business Crime Reduction 
Partnerships (BCRPs) across the UK.

Primary Authority 
for Better Health 
& Safety Regulation

The fi rst bookmaker to develop a Primary Authority relationship in the UK. 
Now involved in a pilot scheme to expand the partnership to include fi re safety.

British Safety Council 
Awards 2012

Received a Merit Award for demonstrating a strong commitment to good health 
& safety practices.

Supply chain Adopted new approach to supplier relationship management, aiming to develop 
shared strategic aims, mutually benefi cial ways of working and consistency in 
supplier payment terms
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Partially completed

Overall objectives 2012 Progress 2013 Plans

Responsible betting
and gaming business

•  Maintained our sector leading position in 
key CR indices.

•  Continued to fund research, education 
and treatment of problem gambling 
through the newly formed Responsible 
Gambling Trust.

 •  Implemented bespoke training on 
anti-bribery and corruption for the 
high risk areas of the business. 

•  Promote an evidence-based debate 
over the role of machines and work 
proactively to minimise the occurrence 
of machine problem gambling.

•  Continue delivery of bespoke anti-bribery 
and corruption training.

•  Develop best practice for the industry, 
working in partnership to tackle 
problem gambling.

Customers • Launched a refreshed brand identity.
•  Our Net Promoter Score remains 

high, but there is still more to do.

•  Extend customer satisfaction 
measurement across all channels 
and touchpoints.

•  Drive brand diff erentiation with a focus 
on excitement.

• Increase multi-channel activity.

Employees •  Embarked successfully on the 
implementation phase of our Vision and 
Values programme, engaging with over 
2,300 managers internally.

•  Repeated our annual Colleague Opinion 
Survey and put in place actions to 
improve the employee experience. 

• Continue implementing Vision & Values.
•  Equip our employees to deliver 

business growth.
•  Launch a new recruitment portal 

and develop our talent retention 
mechanisms.

Communities •  Employees raised over £521,000 for 
Ladbrokes Charitable Trust (LCT).

•  Established a new Community Fund to 
support causes in local communities 
where Ladbrokes operates.

•  Piloting a new apprenticeship scheme 
to create jobs for young people in our 
local communities.

•  Paid over £230 million in taxes and levies 
to the UK treasury, local councils and the 
horseracing industry.

•  Plans to develop an adult numeracy 
product were put on hold.

•  Develop our support for local 
causes through the Ladbrokes 
Community Fund.

•  Help create jobs for young people 
through our new apprenticeship 
scheme.

Regulators •  Extended our remit with Liverpool City 
Council to include fi re safety.

•  Kept compliant with regulatory 
requirements where we are licensed 
to operate.

•  Develop our regulatory partnerships 
to best eff ect for the business.

Security •  Continued working with the Safe Bet 
Alliance to deal with security issues 
facing the industry. 

•  Improved our fraud screening 
processes using new technology.

•  Deepened our relationship with 
Crimestoppers.

•  Further improve our fraud screening 
processes.

•  Provide training on how to ‘design out’ 
crime in our shops.

•  Run training and awareness programme 
on dealing with antisocial behaviour.

Health and safety •  Continued to work with peers to improve 
health and safety performance across 
the industry.

•  No reportable fatalities or major injuries.

•  Publish a handbook on safety for 
cleaners at our shops.

•  Improve our internal health and safety 
audit programme.

Environment •  Met our commitment to reduce our 
carbon emissions by 21%, based on the 
2008 baseline.

•  Prepare for and comply with new 
mandatory greenhouse gas emissions 
reporting in the UK.

•  Develop new environmental targets.

Supply chain •  Adopted a new approach to supplier 
relationship management, fostering 
shared strategic aims and consistency 
in supplier payment terms.

•  Risk based supplier audit 
programme deferred.

•  Review the main social and 
environmental risks in our supply chain.

Completed

Partially completed

Completed

Completed

Completed

Completed

Partially completed

Completed
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Responsible betting
and gaming business

We are a sector leader 
in responsible business 
practice and remain 
committed to staying 
ahead of the pack.

Our core 
objective

2012 Update
We continued to work in partnership 
with our peers, national governments 
and other organisations to promote 
responsible gambling behaviour across 
products and across the industry. This 
was facilitated in particular through 
our support and membership of the 
Association of British Bookmakers 
(ABB) and the Remote Gambling 
Association (RGA).

We continued supporting initiatives to 
research, minimise and treat problem 
gambling through the Responsible 
Gambling Trust (RGT) – a recent 
merger between GREaT and the 
Responsible Gambling Foundation. 
Through our membership, we support 
a number of problem gambling 
charities including the Gordon Moody 
Association, the Central and North West 
London National Problem Gambling 
Clinic and the GamCare Treatment 
Network. In 2012, we donated £650,000 
to RGT and our CEO, Richard Glynn, was 
re-elected as a trustee.

2012 saw public concern around 
problem gambling. We are fully 
supportive of research into problem 
gambling across all products and 
welcome an evidence-based debate.
To this eff ect, we are supporting the 
Responsible Gambling Trust’s  
commissioning of a comprehensive 
research programme into electronic 
gaming machines (EGMs) and 
gambling behaviour. We will play an 
active part in the triennial consultation 
by the UK Department for Culture, 
Media and Sport (DCMS), which 
reviews the levels of stakes and prizes 
for all machine categories. As a 
responsible business, we constantly 
review our approach and trial new 
processes, e.g. through new training 
programmes and increased presence 
of staff  on the shop fl oor. Additionally, 
we are trialling new software that 
allows all players to set time and spend 
limits on EGMs.

PLAYPLAYFAIR
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Our plans for 2013
•  We will play our part in 

promoting an evidence-
based debate over the 
role of EGMs and will 
work proactively, through 
research, training and 
software initiatives, to 
minimise the occurrence 
of problem gambling 
across all products.

• We will continue to 
deliver bespoke training 
on anti-bribery and 
corruption for the high 
risk areas of the 
business.

• We will help develop best 
practice for the sector, 
working in partnership 
with ABB, RGA and other 
relevant bodies to identify 
and tackle issues 
aff ecting the industry. 

Anti-social behaviour is not specific to the 
betting industry, but it is a concern. We 
have recently initiated a Positive 
Interaction programme to better equip 
shop staff to deal with such behaviour 
when it occurs. Given its immediate 
success, Positive Interaction is also used 
by our employees as a tool for 
addressing under-age and problem 
gambling. 2013 will see us developing 
the initiative further.

We were included in the Dow Jones 
Sustainability Index (DJSI) for the 
10th year in succession, achieving 
maximum, world-class scores of 100% 
in the areas of responsible gambling 

and anti-crime measures. We also 
remain a constituent of FTSE4Good, of 
which we have been a member since 
2002. The entry assessment produced 
particularly high scores for our 
approaches to corporate governance 
and managing environmental issues.

During 2012 our internal control 
systems and risk management 
processes have been reviewed with 
specifi c reference to bribery and 
corruption. A new programme of 
anti-bribery and integrity training has 
also been rolled out across the Group, 
concentrating particularly on the high 
risk areas of the business.

Responsible betting and gaming

KPI 2012 2011 2010

Customer interactions regarding 
guidance/advice on problem gambling 14,674 14,681 14,994

Self-exclusions made 12,579 10,269 9,648

Online age verifi cation checks 869,285 752,672 721,957

Cash and in-kind contributions towards 
responsible gambling charities £656,510 £840,842 £770,918

Whistleblowing incidents reported 
and investigated 4 2 11
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Customers

As a global player in 
a competitive market, 
we focus relentlessly 
on delivering the best 
customer experience.

Responsible 
relationships

2012 Update
In a highly competitive market, we 
maintained our position as the leading 
betting brand in the UK with 28% of 
adults spontaneously citing Ladbrokes 
before any other brand. The nearest 
competitor was at 21%.

This year we have invested heavily in 
developing the Ladbrokes image and 
refreshed our brand identity to signal to 
our customers that Ladbrokes is a 
modern, dynamic and passionate 
brand. The new identity retains the 
important elements of trust and 
heritage and introduces a new “L” icon 
which, over time, will become instantly 
recognisable as Ladbrokes. The roll-out 
of the brand identity will continue 
across the retail estate in 2013.

Developed in 2011, the Brand House is 
our template for helping Ladbrokes 
stand out from the crowd. This year we 
have evolved the Brand House with an 
increasing emphasis on excitement, 
with the aim of giving our customers 
more betting and gaming excitement 
than any of our competitors.

Since 2010, we have used the Net 
Promoter Score (NPS), a recognised 
industry metric, to measure our 
customer performance. NPS has now 
replaced our UK Mystery Shopper 
results. Between 2011 and 2012 our 
NPS score decreased from 53.8% to 
50.1%. This is partly because we made 
it more diffi  cult to ‘spot’ the Mystery 
Shopper who was carrying out the 
assessment and also because we 
deliberately targeted our poorer 
performing shops. Hence, although our 
overall NPS has dropped, this score 
represents a truer refl ection of our 
actual performance. 

In 2013 we will roll out our Voice of 
the Customer programme across all 
channels, customer services and social 
media so that we can understand how 
to focus on improving our customer 
experience wherever we interact with 
our customers.

ON THE

MONEYMONEY
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Our customer loyalty card – Odds On! 
– continues to grow with the total 
number of cards used in 2012 at 
665,340, representing 39% of Over the 
Counter revenue. Ladbrokes is the only 
retail bookmaker on the high street 
with a loyalty card. Since its inception 
we have given back to our customers 
over 5.6 million free bets, with over a 
million of those in 2012. In the past 
year, we have also rolled out Odds On! 
for use on machines which is proving 
popular.

Increasing numbers of customers 
and employees are using the 
LadbrokesFanClub website to 
nominate outstanding service for our 
‘WOW!...I’ve noticed awards’. This year 
there have been about 1,090 WOW! 
Nominations, which is a strong 
refl ection of the high levels of 
professionalism and excellent 
customer service demonstrated by 
our teams.

This culminated in our own Serious 
about Service Awards which 
celebrated the success of more than 
300 employees from across the 
business. The awards serve to inspire 
great customer service and encourage 
customer loyalty. They also showcase 
inspirational leadership and 
demonstrate the value that new 
ideas from our employees bring to 
the business. 

Our plans for 2013
•  Through our newly 

formed ‘Voice of the 
Customer’ programme, 
we will retune the way 
we measure customer 
satisfaction to focus 
increasingly on the 
experience of real 
customers rather than 
Mystery Shoppers.

• We will drive brand 
diff erentiation by 
improving the experience 
of our customers, with an 
increasing focus on 
excitement. 

• We will increase multi-
channel activity across 
our business, e.g. by 
developing our retail 
teams’ engagement in 
and knowledge of our 
Digital products.

Customers

KPI 2012 2011 2010

Net Promoter Score 50.1% 53.8% 45.9%

Unprompted brand recognition 28% 35% 35%

Number of Odds On cards used 665,340 581,390 633,974

Customer complaints 9,923 11,124 14,781

Customer complaints which specifi cally 
relate to a gambling transaction 829 1,148 908

Ladbrokes FanClub: WOW! nominations 1,090 2,506 1,531
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Employees

Ladbrokes is a 
people-driven 
business. We aim 
to attract and retain 
the most talented, 
passionate people.passionate people.passionate people.

TEAMTEAM
ONE

2012 Update
Over the past couple of years, we have 
put in place a robust system for 
measuring employee engagement 
across the company. We run regular 
Colleague Opinion Surveys and 
benchmark fi ndings against UK 
industry norms. We have made pledges 
to improve our performance within 
three particular areas identifi ed by our 
employees. This year these were: 

• Direction and management;
• Wellbeing;
• Customer focus and competitiveness;

Each pledge has clear actions and 
targets against it. We continue to 
communicate internally on how we are 
performing against our commitments. 

Our Engagement Index Score, a 
measure of employees’ willingness and 
ability to contribute to our success, 
dropped slightly from 65% to 62%. 
Breaking down the score, we saw a 
marked improvement in the 
engagement of offi  ce-based 
colleagues, while scores in the retail 
estate have gone down as a result of 

1. Retail: 88.6%
2. Channels: 6.6%
3. Customer: 0.9%
4. IT and Trading: 2.5%
5.  Finance and International 

Strategy: 1.0%
6. Human Resources: 0.5%

Employees by business 

As at 31 December 2012

1
2 3456

Responsible 
relationships
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Our plans for 2013
• We will continue to 

implement Vision & 
Values.

• We expect to increase 
employee numbers in 
2013 and will focus on 
delivering business 
growth.

• We will launch a new 
recruitment portal and 
develop our talent 
retention mechanisms.

the changes in structure, organisation 
and scheduling in our shops. Our 
employees feel that they could be better 
supported, so we are working to address 
the issue and expect the score to go up 
in 2013. 

2012 saw the start of the implementation 
phase of our cultural change 
programme – Vision & Values. The 
programme provides employees with 
the information, tools and support to 
make small improvements in individual 
performance, all of which add up to a big 
improvement across the company. We 
facilitated 1,000 in-depth conversations 
about ‘what’s best about working at 
Ladbrokes’ with people from across the 
business, most of them in our shops. 
Later, our Vision & Values roadshows 
were presented to 2,300 managers, who 
then cascaded down information to their 
teams. As a result, 85% of our employees 
say they have a clearer understanding of 
where the company is heading. 

In 2012, we continued to off er learning 
and training opportunities through a 
variety of resources, including BS2000 
(our integrated shop computer system), 
the intranet and free workshops and 
workbooks. The number of Ladbrokes 
employees receiving training increased 
from 5,132 to 7,284 and the total spend 
on training amounted to £509,000.

Two of our employees were regional 
champions and made it through to the 
fi nal eight in the Racing Post Betting 
Shop Manager of the year competition.

The average sickness days per employee 
increased from 6.9 days in 2011 to 7.2 
days in 2012. This is above our target of 
4.5 days, which is the national average for 
the UK. One of our objectives for 2013 is to 
provide a superior colleague experience 
and promote wellbeing. We have put in 
place an action programme to achieve 
this. We expect this to be refl ected in the 
sickness statistics for 2013. 

Employees

KPI 2012 2011 2010

Employees worldwide(1) 15,543 16,447 16,195
Female employees 59.4% 60.4% 60.8%
Employees from ethnic minority groups 11.3% 13.8% 13.9%
Average turnover for shop staff 23% 21% 21%
Average turnover for middle managers 14% 25% 19%
Employees receiving training 7,284 5,132 7,650
Annual spend on training £509,000 £665,000 £600,000
Sickness days per employee 7.2 6.9 7.4
Employee engagement index 62% 65% 71%
(1)  Full and part-time employees in continuing operations as at 31 December, including joint ventures.

Total employees 

As at 31 December 2012

15,543
2012

2011

2010

15,543

16,447

16,195

1. <25: 21.0%
2. 25-34: 31.6%
3. 35-44: 17.0%
4. 45-54: 17.0%
5. 55-65: 10.7%
6. >65: 2.7%

Employee age distribution
(UK employees only) 

As at 31 December 2012

1

2

3

4

5
6

1. Part time: 56.4%
2. Full time: 43.6%

Full-time and part-time 
employees (UK employees only)

As at 31 December 2012

1

2
Employees from ethnic minority 
groups in Ladbrokes compared 
to the average UK population

11.3%
2012

2012

2011

11.3%

7.90%

13.8%

2011

2010

2010

7.90%

13.9%

7.90%

UK average Ladbrokes

Females by
management grade:
1. Plc board
2. Senior executives
3. Senior managers
4. Middle managers
5. Administrative/clerical
6. Shop staff 

1

2

3

20%

9.3%

22.2%

4

5

6

28.8%

68.4%

61.8%
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Communities

2012 Update
The leisure industry is playing an 
increasingly important part in global 
economies. A recent report from 
Business in Sport and Leisure suggests 
that the sector accounts for nine 
percent of UK employment and 
provides more than one in fi ve jobs for 
young people. Hence, as a major 
business with a presence in 17 
countries and employing over 15,500 
people, the social and economic 
footprint of our operations is extensive. 

In 2012, we contributed over 
£253 million in wages and salaries, of 
which £221 million was in the UK. We 
paid over £18 million in taxes to 346 
local councils and generated a further 
£211 million in taxes to the UK 
Treasury and the horseracing industry.

During 2012, we established a new 
Ladbrokes Community Fund and 
donated over £140,000 to support 
causes in the local communities where 
Ladbrokes operates. We are also 
piloting a new apprenticeship scheme 
to help create jobs for young people in 
those same communities.

Through the Ladbrokes Charitable 
Trust (LCT), we also enable our 
employees to support charitable 
causes across the UK and Ireland. LCT 
has raised over £6.6 million since it 
was established in 2003. In 2012, our 
employees in the UK raised over 
£437,000 while our Irish colleagues 
raised over £88,000. The outstanding 
eff orts made by our employees 
allowed LCT to donate £337,688 to 
charitable and community causes 
across the UK in 2012.

We contribute positively 
to the societies in which 
we operate through 
direct and indirect 
employment, payment 
of taxes and levies, and 
by supporting local 
communities.

Responsible 
relationships

CONTRIBUTIONPOSITIVEPOSITIVE
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For Christmas, LCT teamed up with 
WRVS to help them end loneliness for 
older people. With a network of 40,000 
volunteers helping older and often 
housebound, isolated people to lead full 
and active lives, WRVS aims to make 
Britain a great place to grow old. Over 
the festive period, we ran a fundraising 
campaign in our shops, leading to a 
donation of £50,000 and generating 
awareness about this important topic.

Ladbrokes has supported Breast 
Cancer Campaign since 2008. In 
October 2012, our employees raised 
£50,000 during Breast Cancer 
Awareness Month. The money was 
raised by organising lots of events, 
including quizzes, sweepstakes, cake 
sales and collections. UK employees 
also took part in Breast Cancer 
Campaign’s fl agship event, ’wear it 
pink’, which helped raise internal 
awareness about breast health. ‘Wear it 
pink’ is also a chance for everyone to 
have a lot of fun and the whole 
company gets behind the theme.

Our plans for 2013
•  Develop our support for 

local causes through the 
Ladbrokes Community 
Fund

• Help create jobs for 
young people through 
our new apprenticeship 
scheme.

Communities

KPI 2012 2011 2010

Net revenue(1) £1,053.3m £980.3m £976.6m

Operating profi t(1)(2) £206.1m £193.5m £202.3m

Taxes paid(3) £230.1m £230.3m(5) £218.7m

Wages and salaries(4) £253.5m £249.5m(5) £278.4m

Raised by employees for LCT in the UK £437,945 £515,178 £609,891

Raised by employees for LCT in Ireland £88,736 £96,827 £100,883

Contributions by Ladbrokes – time 
resources given to LCT in the UK £1,188,416 £1,160,137 £1,113,210

Donations by LCT in the UK £337,688 £629,208 £758,251

Cash and in-kind to all other 
charitable causes £324,423 £151,098 £249,529
(1)  Continuing operations, excluding High Rollers.
(2)  Profit before tax, net finance expense, amortisation of customer relationships and exceptional items.
(3)  Includes corporation tax, Amusement Machine License Duty (AMLD), employers National Insurance 

Contributions (NIC), VAT, duties and levy.
(4)  Including pension contributions and share-based payment costs.
(5) Restated figures for 2011.
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at Christmas
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Regulators

BETTER

2012 Update
2012 was another successful 
compliance year for Ladbrokes. 
Wherever possible, we try to act in a 
way that is over and above regulatory 
requirements. As a result, we met all 
regulatory requirements in all 
countries where we are licensed to 
operate, including those of the British 
Government, the Gambling 
Commission of Great Britain, the 
Belgium Gaming Commission, the 
regional governments in Spain, and the 
governments of Gibraltar, the Republic 
of Ireland and Northern Ireland, South 
Africa and Denmark.

It is important to Ladbrokes that all 
Governments make informed decisions 
on the betting and gaming industry. 
To support this we have developed two 
new briefi ng packs – ‘Playing Fair’ and 
‘The Betting Shop and Your Community’ 
– both of which are available on our 
website and in April around 70 MPs 
visited Ladbrokes shops in the UK 
to learn more about the industry 
fi rst hand. 

Our UK shops were subject to 151 
health, safety and environmental 
inspector visits, of which none led to 
enforcement notices or prosecutions 
for health, safety or environmental 
off ences being issued.

Our pioneering Primary Authority 
relationship with Liverpool City Council 
– in which the Council acts as a single 
point of contact for all health and safety 
issues aff ecting Ladbrokes’ UK shops 
– has gone from strength to strength. 
As a testament to this, we are now 
involved in a pilot scheme to expand 
the partnership to include fi re safety.

Ladbrokes now has a state of the art 
anti-money laundering department, 
proactively investigating suspicious 
cases in retail and in our telephone 
and online businesses. Any suspicious 
activity is passed onto the Serious 
Organised Crime Agency (SOCA) or the 
Gibraltar Financial Intelligence Unit 

We take a proactive 
approach to managing 
compliance, working 
together with relevant 
authorities and sharing 
our experiences with 
the wider sector.

Responsible 
relationships

REGULATIONREGULATION
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(GFIU). The number of chargebacks, 
i.e. where a customer reports card 
fraud, was down in 2012 thanks to 
improvements in the safety and security 
of Ladbrokes’ systems.

Our anti-money laundering department 
engages with a wide set of 
organisations to remain compliant and 
identify potential risks, including the 
inter-governmental Financial Action 
Task Force (FATF), SOCA, HM Treasury, 
HM Revenue & Customs, the 
Association of Chief Police Offi  cers and 
relevant enforcement agencies in our 
countries of operation. Our Head of 
Anti-Money Laundering & Counter 
Terrorism Financing sits on the board 
of FATF.

Our plans for 2013
•  We will further develop 

our regulatory 
partnerships to best 
eff ect for the business.

Regulators

KPI 2012 2011 2010

Health, Safety and Environmental 
offi  cer visits 151 128 180

Enforcement or Prosecution 
notices issued 0 0 0
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Security

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

Responsible 
operations

2012 Update
We continue to work in partnership 
with the Association of Business Crime 
Partnerships (ABCP), a UK organisation 
working to reduce crime and anti-
social behaviour in businesses and the 
wider community. ABCP has initiated 
over 100 Business Crime Reduction 
Partnerships (BCRPs) across the UK. 
Ladbrokes has sponsored ABCP’s 
annual conference for the past two 
years and will do so again in 2013. We 
are also represented on the ABCP 
board. 

We have evolved our partnership with 
the Safe Bet Alliance – a collaborative 
initiative which includes the Association 
of British Bookmakers (ABB), 
Metropolitan Police, Local Government 
Regulation (LGR) and Community 
Union. Now in its second year, the 
Alliance has expanded its remit from 
preventing business robberies to also 
looking at violence in the workplace.

In the UK we have been piloting an 
online crime reporting and image 
sharing system called ‘Facewatch’. 
The system enables us to report 
crimes more quickly and to send 
evidence to police and crime fi ghting 
agencies as well as sharing images 
with other shops and operators.

One of the important risks to the health 
of our employees and our customers 
comes from breaches of security on 
our premises, such as robbery and 
theft. CCTV is installed across all of our 
UK retail estate, both to help reduce the 
number of incidents and to help protect 
employees and customers. We take 
part in relevant anti-crime initiatives 
such as Crimestoppers and now 
Facewatch. 

We operate a digital security 
department that conducts real time 
fraud screening on all new accounts 
and payment methods. In 2012, we 
introduced new fraud screening 
technology which, together with the 
introduction of new recovery measures, 
has led to reduced fraud levels. The 
department also has good liaison with 
UK and international banks, e-wallets, 
national and international police and 
crime units, Interpol and SOCA. 

Our plans for 2013
•  We will continue 

improving our fraud 
screening processes.

• We will run a course 
aimed at training 
property managers, 
security investigators 
and others on how to 
‘design out’ crime when 
determining the layout of 
shops.

• We will run a training 
programme helping 
managers to deal with 
antisocial behaviour in 
shops. As part of the 
programme, we will also 
communicate clearly to 
customers what kinds of 
behaviour will and will 
not be tolerated.
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Health and safety

The wellbeing of our 
employees and visitors 
to our premises is 
business critical.

Responsible 
operations

2012 Update
Our health and safety record in 2012 
was good. We had no reportable 
fatalities or major injuries across our 
business and, following 151 health, 
safety and environmental inspector 
visits in the UK alone, no enforcement 
notices or prosecutions for health, 
safety or environmental off ences were 
issued. 2012 saw a continuing 
reduction in overall incident rates and, 
as a result, we noted a drop in 
employee and public liability claims 
relating to incident and accidents on 
our premises.

Ladbrokes is the only company in the 
betting industry to provide internal 
training accredited by the Institution of 
Occupational Safety and Health (IOSH). 
During 2012, our health and safety 
department completed four of the 
above training courses with a total of 
64 delegates successfully passing the 
assessments. To date, 352 employees 
have been trained, including 
supervisors, regional managers, 
marketplace managers and 
investigators. This is in addition to the 
induction training given to all staff .

In recognition of our strong 
commitment to good health and safety 
management, we received a ‘Merit’ 
award at the 2012 International British 
Safety Council Awards.

Ladbrokes was the sole sponsor of the 
Suzy Lamplugh Trust National 
Personal Safety Day in October 2012. 
The day raises awareness of the 
simple, practical steps that everyone 
can take to help avoid violence and 
aggression and live safer, more 
confi dent lives.

Our plans for 2013
•  We will publish a 

handbook on safety for 
cleaners at Ladbrokes 
shops.

• We will make our 
internal audit 
programme more 
focussed so that it covers 
key priorities and risks 
rather than all aspects 
of health and safety. 

Health and safety(1) 

KPI 2012 2011 2010

Internal compliance audits 2,309 2,399 2,542

Success rate of internal 
compliance audits 89.1% 87.9% 88.8%

Employee accidents 132 157 163

Employee reportable incidents 4(2) 16(3) 13(3)

Employee reportable incidents per 
100,000 employees 30 100 80

Public accidents 137 140 145

Public reportable incidents 0 0 0
(1)  Data for UK, Ireland and Gibraltar only. 
(2)  Over 7-day injuries reported to the UK Health and Safety Executive.
(3)  Over 3-day injuries reported to the UK Health and Safety Executive.
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Environment

We are committed to 
minimising resource 
use and reducing our 
environmental impacts.

Responsible 
operations

2012 Update
In 2012, we continued the rollout of 
energy effi  ciency initiatives and have 
reached our goal a year early of 
reducing our UK absolute carbon 
emissions by 21% compared to our 
emissions in 2008. This is equivalent to 
an annual saving of more than 11,000 
tonnes of CO2. The majority of this 
saving has been made in the retail 
estate, with our new shops being 30% 
more energy effi  cient due to carbon 
intelligent shop-fi tting specifi cations. 
Our CO2 intensity fi gures, i.e. emissions 
per employee, revenue and fl oor area, 
are all consistently down.

During 2012, we purchased 100 
percent green electricity through 
Scottish Power for 98.1% of our UK 
estate.

We have made steady progress in 
driving down the CO2 emissions of 
our car fl eet, resulting from drivers’ 
training, more effi  cient vehicles and 
better processes. Based on our 200 
strong fl eet and with average business 
mileage across our grades of 14,500 
km per annum, our employees 
have reduced carbon emissions by 
116 tonnes of CO2 annually. This is 
broadly the equivalent of removing 
29 vehicles a year from our roads.

We were ranked 515 out of 2,097 
participating organisations in the CRC 
Energy Effi  ciency Scheme Performance 
League Table 2011/12. This is a 
mandatory scheme aimed at improving 
energy effi  ciency and cutting emissions 
in the UK’s largest public and private 
sector companies. 

Having obtained the Carbon Trust 
Standard in 2009, 2010 and 2011, 
we chose not to seek certifi cation in 
2012. We remain fi rmly committed to 
improving our CO2 effi  ciency further 
and have developed the expertise 
to do so without partnering with 
external agencies.
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Our plans for 2013
•  We will comply with the 

UK Government’s new 
mandatory greenhouse 
gas emissions reporting 
requirement, scheduled 
to come into eff ect 
in 2013.

• We will review our 
performance and set 
new environmental 
targets in 2013.

Environment

KPI 2012 2011 2010 Target

Energy (kWh) 88,668,018 95,591,539 97,885,789(1)

Carbon and other GHG emissions (tonnes CO2e) 45,941 49,790(2) 50,516(2) <46,000(2)

Shop waste recycled (tonnes) 3,830(214%)(3) 1,716 (102%) 1,088 (38%)

Average water use per shop (m3) 121 117 116
(1) Restated number due to corrections following more accurate billing data.
(2) Re-evaluated using DEFRA GHG Conversion Factors, May 2012, UK
(3)  We are recycling waste brought onto our premises by our customers; hence our recycled volumes are higher than the waste we produce. The numbers include 

non-paper items such as pens, food packaging, drinks cans, memos, timesheets, and other materials.

Carbon and other GHG 
emissions from our UK estate 

Tonnes CO2e

2012

2011

2010

45,941

49,790

50,516

45,941
1. Electricity: 95.1%
2. Road/Rail travel: 1.5%
3. Air travel: 1.2%
4. Gas: 1.8%
5. Fuel oil: 0.4%

Breakdown of 2012 carbon 
and GHG emissions by source

12345

Note: Based on May 2012 DEFRA GHG 
reporting guidance.
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Supply chain

We aim to treat all 
our suppliers fairly 
and to partner with 
organisations that 
demonstrate a shared 
commitment to our 
business goals. 

Responsible 
operations

2012 Update
In 2012, we adopted a new approach to 
supplier relationship management, 
aiming to develop shared strategic 
aims, mutually benefi cial ways of 
working and consistency in supplier 
payment terms.

We ensure that all suppliers and 
business partners wishing to engage 
with Ladbrokes register via the 
Ladbrokes Supplier Registration Portal. 
In doing so, they commit to observe our 
Environmental, Socially Responsible 
and Ethical Purchasing Policy. The 
Policy sets minimum standards across 
the areas of social conditions, 
environmental impacts and the 
Ladbrokes purchasing process. Over 
1,800 suppliers have now signed up. 

Our plans for 2013
•  We will review the main 

social and environmental 
risks in our supply chain.

Supply chain

KPI 2012 2011 2010

Suppliers signed up to CR standards 1,856 1,429 1,085
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Performance at a glance

Responsible betting and gaming

KPI 2012 2011 2010

Customer interactions regarding 
guidance/advice on problem gambling 14,674 14,681 14,994

Self-exclusions made 12,579 10,269 9,648

Online age verifi cation checks 869,285 752,672 721,957

Cash and in-kind contributions towards 
responsible gambling charities £656,510 £840,842 £770,918

Whistleblowing incidents reported 
and investigated 4 2 11

Customers

KPI 2012 2011 2010

Net Promoter Score 50.1% 53.8% 45.9%

Unprompted brand recognition 28% 35% 35%

Number of Odds On cards used 665,340 581,390 633,974

Customer complaints 9,923 11,124 14,781

Customer complaints which specifi cally 
relate to a gambling transaction 829 1,148 908

Ladbrokes FanClub: WOW! nominations 1,090 2,506 1,531

Employees

KPI 2012 2011 2010

Employees worldwide(1) 15,543 16,447 16,195

Female employees 59.4% 60.4% 60.8%

Employees from ethnic minority groups 11.3% 13.8% 13.9%

Average turnover for shop staff 23% 21% 21%

Average turnover for middle managers 14% 25% 19%

Employees receiving training 7,284 5,132 7,650

Annual spend on training £509,000 £665,000 £600,000

Sickness days per employee 7.2 6.9 7.4

Employee engagement index 62% 65% 71%
(1)  Full and part-time employees in continuing operations as at 31 December, including joint ventures.

Our core 
objective

Responsible 
relationships
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Performance  
at a glance
continued

Communities

KPI 2012 2011 2010

Net revenue(1) £1,053.3m £980.3m £976.6m

Operating profit(1)(2) £206.1m £193.5m £202.3m

Taxes paid(3) £230.1m £230.3m(5) £218.7m

Wages and salaries(4) £253.5m £249.5m(5) £278.4m

Raised by employees for LCT in the UK £437,945 £515,178 £609,891

Raised by employees for LCT in Ireland £88,736 £96,827 £100,883

Contributions by Ladbrokes – time 
resources given to LCT in the UK £1,188,416 £1,160,137 £1,113,210

Donations by LCT in the UK £337,688 £629,208 £758,251

Cash and in-kind to all other 
charitable causes £324,423 £151,098 £249,529
(1)  Continuing operations, excluding High Rollers.
(2)  Profit before tax, net finance expense, amortisation of customer relationships and exceptional items.
(3)  Includes corporation tax, Amusement Machine License Duty (AMLD), employers National Insurance 

Contributions (NIC), VAT, duties and levy.
(4)  Including pension contributions and share-based payment costs.
(5) Restated figures for 2011.

Regulators

KPI 2012 2011 2010

Health, Safety and Environmental 
officer visits 151 128 180

Enforcement or Prosecution  
notices issued 0 0 0

Responsible 
relationships
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Responsible 
operations

Health and safety(1) 

KPI 2012 2011 2010

Internal compliance audits 2,309 2,399 2,542

Success rate of internal 
compliance audits 89.1% 87.9% 88.8%

Employee accidents 132 157 163

Employee reportable incidents 4(2) 16(3) 13(3)

Employee reportable incidents per 
100,000 employees 30 100 80

Public accidents 137 140 145

Public reportable incidents 0 0 0
(1)  Data for UK, Ireland and Gibraltar only. 
(2) Over 7-day injuries reported to the UK Health and Safety Executive.
(3) Over 3-day injuries reported to the UK Health and Safety Executive.

Supply chain

KPI 2012 2011 2010

Suppliers signed up to CR standards 1,856 1,429 1,085

Environment

KPI 2012 2011 2010 Target

Energy (kWh) 88,668,018 95,591,539 97,885,789(1)

Carbon and 
other GHG 
emissions 
(tonnes CO2e) 45,941 49,790(2) 50,516(2) <46,000(2)

Shop waste 
recycled 
(tonnes) 3,830(214%)(3) 1,716 (102%) 1,088 (38%)

Average water 
use per shop 
(m3) 121 117 116
(1) Restated number due to corrections following more accurate billing data.
(2) Re-evaluated using DEFRA GHG Conversion Factors, May 2012, UK
(3)  We are recycling waste brought onto our premises by our customers; hence our recycled volumes are 

higher than the waste we produce. The numbers include non-paper items such as pens, food packaging, 
drinks cans, memos, timesheets, and other materials.


