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At Ladbrokes Coral, we serve millions of retail customers every 
year and now have more than one million multi-channel 
customers across all our platforms. We can trace our roots back 
to 1886 and know that to stay in business for the next 100 
years, we must continue to listen to our stakeholders, conduct 
our business in a responsible manner and promote higher 
standards for the sector as a whole. That is what we refer 
to as Fair Play. 

The merger between Ladbrokes and Coral on 1 November 2016 
created a new Ladbrokes Coral family, with more than 26,000 
colleagues operating across 15 countries, including the UK, 
Australia, Ireland, Belgium, Gibraltar, Italy and Spain. 

This document describes our Corporate Responsibility (CR) 
performance over the past year for our global business. The 
report covers 12 months of trading for Ladbrokes, and 2 months 
(November and December) for Coral – unless stated otherwise. 

For more information please check out our website:  
www.ladbrokescoralplc.com/corporate-responsibility

www.ladbrokescoralplc.com

Fair Play: a shared goal

Our aim is to grow a socially responsible and sustainable betting and 
gaming business, creating value for all our stakeholders, helping our 
people make the most of their potential and providing a safe, 
enjoyable and exciting leisure experience for our customers.

Three strategic aims of our Corporate Responsibility programme:

Making a positive impact 
on our communities

Leading the way in 
Responsible betting and gaming

Operating safely and  
with integrity



Corporate Responsibility Report 2016

2 www.ladbrokescoralplc.com

Highlights and achievements

Challenges going forward
Ladbrokes Coral

>£19m >26,000 >3,900
Estimated increases in taxation on 
Betting & Gaming activity from 2018

People to engage in a shared goal  
for the future of Ladbrokes Coral

Shops to unify approach 
to responsible gambling

Highlights and achievements in 2016
Ladbrokes Coral

>£1.6m +3%
Donated to the Responsible  
Gambling Trust and other  
harm minimisation charities

More females in our Senior 
Management, now at 23%

100% >£600m
For our Responsible Gambling Measures 
in the Dow Jones Sustainability Indices

Paid globally in taxes  
and levies in 2016

100% £353m
For our Anti-Crime Measures in the  
Dow Jones Sustainability Indices

Paid in wages and  
salaries in 2016 

42% -22%
Total brand recognition  
UK market leaders 

Reduction in our global  
carbon footprint

Ladbrokes

+5%
Employee engagement  
in Ladbrokes rose to 70%

+554
New apprentices  
joined Ladbrokes

>£2m
Raised for Ladbrokes Charitable  
Trust in the past five years

+1% 
Net promoter score increase for 
Ladbrokes Retail

Coral

+4%
Employee engagement  
in Coral rose to 53%

>£2m
Raised since 2011 by  
Coral employees for  
Children with Cancer

>300
Staff trained via Coral’s Aspire 
development programme

2016 has been both an exciting and a challenging year. Through our 
recent merger, we have created one of the largest betting and 
gaming companies worldwide, Ladbrokes Coral. We are not only 
number one in UK retail, with 41% of the market share, we are also 
number one in Belgium and Spain, and in the top three wherever 
else we operate, including Australia, Ireland and Italy.
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>26,000
Employees

8
Key markets

15
Countries worldwide

>7,000
Retail shops and betting outlets

>1m
Multi-channel customers

1% Australia

3% Rest of world

1% Spain
2% Gibraltar

4% Ireland
88% UK

1% Italy

Business overview

Ladbrokes Coral Group is one of the leading European and 
international betting and gaming groups, providing its customers 
with an unrivalled choice of products across many channels.

 Proforma(1) 
Group net revenue

£2,351.9m

(1) The use of proforma information is explained  
on page 24 of the 2016 Ladbrokes Coral Group 
plc Annual Report.

(2) Stated before the impact of non-trading items.

Contribution  
from Gala Coral
For the two months post- 
acquisition, the Coral Group 
contributed £182.6 million of 
revenue and £16.5 million 
of operating profit(2) before  
fair value adjustments.

Digital

28%
Digital and mobile sportsbetting  
is the fastest growing betting  
and gaming market.

UK Retail

61%
Our traditional business. Still 
relevant to our customers and 
a strong generator of cash flow.

Other

2%

European Retail

9%
Ladbrokes has extended its retail 
expertise to European markets  
including Italy, Spain, Belgium and Ireland.

 Proforma(1) 
Group net revenue

£2,351.9m

% Employees

Our brands

Our global coverage
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Chief Executive’s introduction 

Overview
2016 has been both an exciting and a challenging year. Through our 
recent merger, we have created one of the largest betting and gaming 
companies worldwide, Ladbrokes Coral. We are not only number one in 
UK Retail, with 41% of the market share, we are also number one in 
Belgium and Spain, and in the top three wherever else we operate, 
including Australia, Ireland and Italy. 

Across the new Company, we employ more than 26,000 people, 
operate over 7,000 shops and betting outlets, serving more than  
three million customers each year. While it will take time for the two 
businesses to integrate and for us to achieve the full benefits of 
bringing together two of the world’s greatest brands, we are very 
excited at the opportunities we see ahead.

Our heritage dates back more than 100 years, and we are proud to 
have operated on some high streets for more than 30 years. We have 
kept pace with the changing expectations of our customers and 
continue to offer sophisticated betting and gaming products for a 
modern market. In the Ladbrokes, Coral and Gala brands we have 
some of the best known names in our sector.

But with size comes an increased visibility and even higher 
expectations from our regulators, customers and the public at large. 
Ladbrokes Coral operates within a highly regulated and licensed 
environment. Upholding our good business reputation and maintaining 
our ‘licence to operate’ are critical to our future success. Most 
importantly, we value our reputation for fairness and integrity. 
That is not just in our dealings with our employees and customers, 
but in the way we behave towards all our stakeholders. This year, 
we reinforced the way we operate through the introduction of a new 
Ethics Code. This Code sets out the standards and behaviours that we 
expect from all our colleagues, contractors and business partners, 
wherever they are in the world, whatever the local practices are and 
wherever they conduct business on behalf of Ladbrokes Coral plc, its 
subsidiaries and joint ventures. 

Our people are our greatest asset and the 2016 employee engagement 
survey results suggest we are doing something right, with up to 5% 
increases in engagement scores across both brands. I am pleased to 
say that over two-thirds of our colleagues choose to work flexibly, 
supporting a healthy work-life balance, accommodating their own 
needs and lifestyles. The majority of our retail workforce are women 
and over 60% of our shop managers are female. We have some way to 
go to bring more women into our senior teams, but we are working on 
it through our leadership development programmes and have seen an 
increase of 3% in female senior managers over the past year. During 
2016 we have also helped thousands of young people with their first 
steps onto the career ladder. We employ more than 6,000 people 
under the age of 25 and have started more than 1,000 apprenticeships 
across the UK. 

“We are now one of the largest global betting and 
gaming operators in the world. It is important that 
we lead the way in responsible business practice.”



Proforma(2) 

Group net revenue 
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Chief Executive’s introduction continued

The merger is a historic moment in our journey, building on the 
strengths of the Ladbrokes and Coral businesses and our house of 
brands. However, with a merger of such scale, there is a natural 
consequence in impacting some jobs as we remove duplication from 
the business. We have tried to ensure that in dealing with such cases 
we have behaved in line with our principle of treating people fairly, 
discussing the implications of the transition with all our teams and 
offering training and support to those who unfortunately have to leave. 

While completing the merger may be the defining event of the year, 
it is pleasing to report that we have not lost focus on the day-to-day 
operations. 2016 has also seen us continue to seize market opportunities 
and develop our multi-channel offerings. It was particularly pleasing 
to see that our customer satisfaction metrics have gone up. We continue 
to hold the number one and three betting brand positions in the UK 
market – Ladbrokes and Coral – and in the UK, the Ladbrokes Retail net 
promoter score has increased by six percentage points over the past two 
years. We will continue to monitor our performance across the new 
business and report back in a year’s time.

Our Corporate Responsibility (CR) strategy is described in detail in this 
report. It sets responsible betting and gaming and operating safely and 
with integrity at its core. Responsible gambling and our promotion of it is 
our most material issue and an area we take very seriously. We continue 
to promote responsible gambling behaviours both within our own 
Company and across our industry. 

There have been some interesting developments in player protection 
and harm minimisation over the past year. We have further developed 
our own player awareness systems (PAS), running trials and sharing our 
results across the sector, helping to identify ‘at risk’ and ‘problem 
gambling’ behaviours. We have also helped to establish a national retail 
self-exclusion scheme – MOSES, to help those who feel they may have 
a problem with their gambling, and are contributing to a similar online 
scheme’s development – NOSES. We are supporting GamCare to 
establish three ‘youth hubs’ across the UK, providing advice, early 
interventions and links to treatment for young people at risk of 
becoming problem gamblers. We have also worked in partnership with 
the Young Gamblers Education Trust (YGAM) to develop the UK’s first 
nationally recognised qualification around Safeguarding and Harm 
Minimisation. You can read more about these and our many other 
initiatives below. On a personal level I am delighted to have become a 

Trustee of GambleAware (formerly known as RGT). In recognition of  
the work we do, we continue to get top  scores for our responsible 
gambling and anti-crime measures in the annual Dow Jones 
Sustainability Indices assessment.

It would be impossible to talk about this vital area of the business 
without mentioning the Government’s Triennial Review process(1) 
into stakes and prizes on machines. The review was a call for 
evidence on a number of issues, with the aim of striking the right 
balance between socially responsible growth and the protection 
of consumers and the wider communities. The review called 
for evidence on matters as diverse as stakes, numbers and locations 
of machines, impact of social responsibility measures and the 
influence of advertising.

We have participated fully in the review, supporting the Government’s 
intention to make this an evidence-based exercise, and have 
submitted our own views as well as contributing to the industry 
response via the Association of British Bookmakers (ABB). 

Looking ahead, in 2017 we will be focusing on the integration of 
the two businesses. We will continue to learn from each other, take 
the best of both into our new structure, operationally and from a 
responsible business perspective. We are only a few months into 
the new Company and it is too early in our journey to be setting 
responsible business objectives and targets for the combined entity. 
I see 2017 as a transition year, where we will review our CR strategy 
and come back to you in 2018 with our plans. 

In the meantime, we will continue to uphold responsible business 
behaviours and provide an efficient, secure, fair and socially responsible 
service for all our customers.

 

Jim Mullen
Chief Executive

(1) www.gov.uk/government/consultations/call-for-evidence- 
review-of-gaming-machines-and-social-responsibility-measures

(2) The use of proforma information is explained on page  
24 of the 2016 Ladbrokes Coral Group plc Annual Report.
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Our vision for responsible business 
practice at Ladbrokes Coral
Our aim is to grow a socially responsible and sustainable 
betting and gaming business, creating value for all our 
stakeholders, helping our people make the most of their 
potential and providing a safe, enjoyable and exciting 
leisure experience for all our customers.

Fair Play
Behaving responsibly has always been a priority for us and Fair Play 
is built into the way we do business. We do our best to remain 
leaders in responsible betting and gaming, have a positive impact 
on our communities and operate safely and with integrity.

Our approach
Responsible behaviour is not only central to our licence to operate,  
it also fully supports our strategy for growth. To be here and 
successful in another 100 years, we need to be clear on what is 
important to all our stakeholders and to provide a sustainable 
offering that meets their needs, not just our own. 

We continually assess the external and internal issues affecting our 
business, looking at what is on the horizon from an economic, 
social, environmental and ethical perspective. Ideally, we capitalise 
on the opportunities, like enhanced employee engagement, 
improvements in safety and security, or technologies enabling 
carbon reduction. We also try to mitigate any potential negative 
consequences from the risks we identify across our operation. 

Taking account of where the business is heading, on an annual basis 
we review what is important to us from a CR perspective. Through 
a formal materiality analysis, we identify the most important issues 
for us to address and these issues drive our CR strategy for the 
medium and long term. 

How we identify  
what is important

Engage with  
our major 

stakeholders,  
find out what is 

important to them

Assess the 
key risks to the 
business from  

ethical, social and 
environmental 

issues 

Take account of the 
shared goals of our 

business strategy

Carry out a  
materiality  

analysis (see 
page 10 For more 

information)

Issues identified drive 
our CR strategy
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Our CR Governance structure

The chart below illustrates how we govern 
and manage CR across our business. 

Ultimately, our Chief Executive, as leader of the Group Executive 
Committee, is responsible for our CR performance and is 
accountable to the Group Board. We have a formal Board 
Committee of non-executive directors – the Social Responsibility 
(SR) Committee – which oversees our CR performance and 
approves the CR strategy. The Social Responsibility Committee 
meets at least twice per year. It reviews and advises the Board on 
the effectiveness of the Group’s strategy and policies to ensure that 
it operates a socially responsible and sustainable business, 
that protects the young and the vulnerable, ensures the business 
is not associated with crime and disorder and maintains our 
business reputation. The Social Responsibility Committee’s Terms 
of Reference, which are reviewed annually, are available on our 
website at www.ladbrokescoralplc.com/investors. This Committee 
also defines the CR targets and incentives for our senior leaders 
that form part of their annual remuneration plan. 

Group  
Corporate  

Affairs

CR Advisory  
Team

Operational  
Teams

Group Executive 
Committee

Social 
Responsibility 

Committee

Operational  
Units

Central  
Functions

Group 
Board

 Approves CR strategy 
and defines Excom Targets 
and Incentives

 Agrees strategy and 
manages CR programmes

 Advises and supports 
board and internal teams 
and engages externally

 Delivers CR  
programmes

Our CR programmes are driven by the Group Executive Committee 
and managed through the operational lines of the business. They 
are at the core of how we operate. We have developed several key 
performance indicators (KPIs) which enable us to track local and 
Group CR performance.

In addition, a small team of CR advisers sits at the corporate centre, 
which includes our external advisers Carnstone Partners LLP. 
Together they advise the Board and the SR Committee, assist the 
operational units and provide an external engagement, overview 
and reporting function. The CR advisers work closely with various 
senior executives in the various divisions of the business on specific 
projects relating to CR, and liaise externally with investors, investor 
rating agencies and benchmarking indices.

CR Governance at  
Ladbrokes Coral
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Engaging with our stakeholders

Our success in the betting and gaming sector 
relies on responsible behaviour and good corporate 
citizenship. Our responsibilities start by maintaining 
good relationships with all our stakeholders. 

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

Who are we talking to? What are their interests? How do we engage?

Governments and regulators 
Including:

 – GB Department of Culture, Media 
and Sport; 

 – GB Gambling Commission and Sports 
Betting Intelligence Unit; 

 – GB Health & Safety Executive; 
 – Belgium Gaming Commission; 
 – Governments of Gibraltar, the Republic 

of Ireland and Northern Ireland, Italy, 
and Australia; 

 – Regional governments in Spain; and 
 – Local authorities.

 – Providing an enjoyable and safe 
leisure experience; 

 – Making sure we operate legally and 
in a fair manner; 

 – Minimising harm and maximising 
player protection; 

 – Ensuring that we protect the young 
and the vulnerable; and 

 – Reducing crime and unlawful behaviour.

 – Ongoing dialogue with regulators and local 
authorities, in particular, with regard to 
responsible gambling, health, safety 
and security; 

 – Liaison programme with MPs and Ministers; 
 – Regular communications with members of 

the All-Party Parliamentary Betting and 
Gaming Group; 

 – Partnerships with GB Health & Safety Executive 
and local authorities developing the primary 
authority scheme; 

 – Respond to formal regulatory consultations; and 
 – Suspicious activity disclosed to the UK National 

Crime Agency and the Gibraltar Financial 
Intelligence Unit. 

Betting and gaming industry  – Upholding responsible gambling behaviours, 
harm minimisation and player protection; 

 – Maintaining responsible advertising 
standards above and beyond regulatory 
requirements; 

 – Fostering integrity in sport; 
 – Sustaining an economically viable industry; 
 – Attracting and developing quality people 

to the sector; 
 – Protection/enhancement of the 

industry brand(s); 
 – Regulatory compliance; and 
 – Helping to protect the horseracing 

and greyhound industries. 

 – Members of the Association of British 
Bookmakers and the Remote Gambling 
Association; 

 – Lead industry forums on CR issues, e.g. 
Safe Bet Alliance; 

 – Founder members of the Senet Group, 
promoting responsible gambling and 
marketing standards; 

 – Founder members of the Industry Group 
on Responsible Gambling (IGRG);

 – Support responsible gambling charities 
and research through the Responsible 
Gambling Trust; 

 – Sponsor horse and greyhound racing; 
 – Sharing best practice with sports bodies 

such as the Football Association, Lawn 
Tennis Association and Sports Betting Group; 

 – Members of the Horserace Betting Levy 
Board and Bookmakers’ Committee; and 

 – Voice of the supplier programme, working 
with partners and suppliers to improve 
products and business performance. 
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Who are we talking to? What are their interests? How do we engage?

Investors  – Provide open, honest and fair business 
relationships; 

 – Manage material issues and risks; 
 – Grow our business sustainably and for 

the long term; and 
 – Continue making profits for shareholders. 

 – Annual report and accounts and CR reports; 
 – Investor roadshows, AGM; 
 – Face-to-face dialogue; 
 – Socially responsible investment research; 

and 
 – CR indices and disclosures, including the 

DJSI and FTSE4Good. 

Communities  – Provide a safe place to spend leisure time;
 – Reduce crime and unlawful behaviour;
 – Paying our taxes and contributions to the 

economy;
 – Helping to protect the horseracing and 

greyhound industries; and
 – Caring for the society we live in and the 

environment.

 – Active members of Safe Bet Alliance – a 
collaborative venture between the ABB, 
Metropolitan Police, Local Authorities 
Coordinators of Regulatory Services and 
the Community Union;

 – Work in partnership with the Association 
of Business Crime Partnerships;

 – Supporting local communities and national 
charities through Coral fundraising for 
Children with Cancer, Ladbrokes Charitable 
Trust (LCT) and Ladbrokes Community 
Fund (LCF);

 – Founder of Citizencard; and 
 – Active partner of crime-fighting charity 

Crimestoppers.

Customers  – Best prices and product portfolio;
 – Excellent customer service;
 – An enjoyable and safe leisure experience;
 – Fairness and integrity in betting and 

gaming; and
 – Financially safe transactions.

 – Social media – Twitter, Facebook; 
 – Customer loyalty programmes and 

communications – Coral’s Connect and 
Ladbrokes’ The Grid;

 – Voice of the Customer programme;
 – Product trial groups and focus groups;
 – 24/7 customer service team;
 – WOW! customer service nominations 

and feedback;
 – Live feedback facility across all platforms;
 – Mystery shopper programme; and
 – In-shop, telephone and online help 

and support.

Employees  – Good, secure jobs with competitive 
pay and benefits;

 – A family friendly and flexible business;
 – Opportunities for learning and progression;
 – A safe place to work;
 – Minimising financial liabilities for the 

Company; and
 – Reducing crime and unlawful behaviour.

 – Colleague Forum and other consultative 
groups, e.g. relay group of senior managers; 

 – Internal briefings, webinars and 
telephone feedback; 

 – Employee e-newsletters, e.g. the Score 
and Heartbeat;

 – ‘Speak Up’ feedback; – Training and 
development opportunities; and

 – Health and safety committees.

Engaging with our stakeholders continued
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Establishing our priorities

The betting and gaming landscape is continually 
evolving and we must change with it. Expanding  
our multi-channel offerings and entering new  
markets and jurisdictions are some of the ways  
we are keeping pace with the market.

issues we have anonymised the exact details in the matrix below 
but each symbol represents the view on the importance of the risk 
to the business and our stakeholders.

Unsurprisingly, the areas identified for our greatest focus included: 
the promotion of responsible gambling behaviours; providing better 
player information and harm minimisation strategies, especially 
around machine play; ensuring the safety of our staff and 
customers; and overall crime prevention. Talent attraction and 
retention, sports integrity, customer privacy and data security  
are also important areas to us. 

Each of our new offerings brings challenges – some of which have 
implications for our CR programme, both locally and globally. 
Ladbrokes Coral’s CR strategy focuses heavily on the key issues for 
our business. 

Through a formal materiality assessment, we have identified a 
range of themes and emerging societal issues that have relevance 
to the Group. During 2016, we reassessed how important 
these issues were to our stakeholders (employees, customers, 
shareholders, regulators and the general public), and how much 
they are, or could be, a key driver for the business. The results are 
illustrated in the chart below. Due to the sensitive nature of the 

Materiality analysis

Relevance to business and commercial goals

St
ak

eh
ol

de
r i

m
po

rt
an

ce

 Economics
 Ethics
 Governance and risk
 Responsible gambling
 Customers

 Workforce and  
 labour standards

 Community and society
 Wider human rights
 Environment

Our material issues
 – Promotion of responsible gambling behaviours to all  

our customers; 
 – Providing safe and responsible products and developing 

analytical tools to aid harm minimisation; 
 – Protecting the young and the vulnerable and providing 

support for customers at risk of problem gambling;
 – Attracting, developing and retaining talented and 

engaged employees;
 – Keeping our employees safe, especially when lone working; 
 – Preventing gambling being used to support crime or 

associated with crime, e.g. money laundering;
 – Preventing anti-social behaviour and violent crime in 

and around our premises; and
 – Ensuring customer privacy and data security

Identifying what is important
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2016 Performance highlights

Material / Other CR issue Our activities

Promotion of responsible gambling 
behaviours to all our customers 

 – We have introduced more prominent, more frequent and clearer messages on 
staying in control in our shops, on our machines and across our digital estate;

 – Helped to develop and now rolled-out the Association of British Bookmakers (ABB) 
2015 Responsible Gambling Code incorporating new requirements for advertising 
and player protection. The Code includes best practice standards for the use of 
behavioural data to identify customers who may be developing problems with their 
gambling based on agreed markers of harm – this measure enables shop staff to 
engage earlier with customers who may be at risk; and

 – Ladbrokes and Coral contributed £2.299 million towards responsible gambling 
research, education and treatment during 2016. Of this, £1.383 million was donated to 
RGT, now known as GambleAware, £700,000 was the contribution to Senet, with the 
rest representing donations to GamCare and the Young Gamblers Education Trust.

Protecting the young and the vulnerable 
and providing support for customers at 
risk of problem gambling

 – Helped to pilot and implement a multi-operator retail self-exclusion scheme, MOSES 
(www.self-exclusion.co.uk/). Under this scheme, any customer who visits one of the 
participating shops and feels they are getting into difficulty with their gambling can 
now ‘self-exclude’ by contacting a central team of advisers. The team will then tailor 
their self-exclusion based on locations they frequently visit. We are working with 
industry colleagues, led by the RGA, on an online equivalent – National Online 
Self-Exclusion Scheme (NOSES) – that is set to be operational by the end of 2017;

 – Achieved GamCare certification for 2016/17, demonstrating compliance with 
GamCare’s Player Protection Code of Practice following a number of shop visits and 
interviews with staff; and

 – Donated £180,000 directly to GamCare to assist the organisation in establishing 
three ‘youth hubs’ across the UK, providing advice, early interventions and links to 
treatment for young people at risk of becoming problem gamblers. The programme 
was first piloted in Bristol and showed positive results.

Providing safe and responsible products, 
and developing analytical tools to aid 
harm minimisation

 – Worked in partnership with the Young Gamblers Education Trust (YGAM) to develop 
the UK’s first nationally recognised qualification around Safeguarding and Harm 
Minimisation. Aimed at colleagues working in the betting industry, the course will 
be equivalent to a GCSE or BTEC, and it will complement our mandatory training 
and refresher courses on responsible gambling;

 – Continued the retail algorithm work to detect problem gambling patterns and the 
launch of a responsible gambling matrix, so that we now have systems working 
across retail and digital;

 – Developed and launched two new player awareness systems (PAS) to minimise 
harm on machine play. Both the Coral and Ladbrokes PAS initiatives are based 
on research that showed it was possible to distinguish between problem and 
non-problem gambling behaviour by players using electronic gaming machines 
in licensed betting offices. All members of the ABB have signed up to the initiative, 
which is believed to be a world first in retail betting; and 

 – Expanded the Responsible Gambling Team to provide further insight to support 
our retail algorithm.

Here are some of the highlights from  
our CR programmes over the past year.
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2016 Performance highlights continued

Material / Other CR issue Our activities

Attracting, developing and retaining 
talented and engaged employees

 – Continuation of the UK-wide apprenticeship scheme, now in its fourth year. 
Ladbrokes Coral employs 1,000 apprentices and 6,000 people under the  
age of 25;

 – Our employee engagement surveys revealed increased scores across both Ladbrokes 
and Coral brands, with an up-to-5% increase from 2015; 

 – Rewarded our colleagues with annual bonuses, discounted travel and an average 
salary for retail colleagues at 17% above the Living Wage in the UK;

 – Strengthened our Females in Leadership programme which supports and promotes 
successful women to managerial roles within the business; and 

 – Worked with Sporting Edge, a leading high-performance consultancy, to run the 
Inspiring Leadership Programme for aspiring senior managers in Coral’s support 
office. This consisted of five one-day modules covering leadership skills and 
behaviours designed to drive both individual and team performance.

Keeping our employees safe, especially 
when lone working

 – Following our review of health and safety (H&S) management at Ladbrokes 
during 2015, we have rolled-out a new Group H&S Policy, reviewed our risk 
assessment framework and are implementing a comprehensive safety 
management system across the business, starting in the UK. During 2017, 
we will be evaluating both the Ladbrokes and Coral systems for safety and 
unifying our approach across all our operations.

Preventing gambling being used to support 
crime or associated with crime, e.g.  
money laundering

 – Became founder members of Gamlag, a new cross-sector anti-money laundering 
group. Together we helped to formulate the industry response to the UK 
Government consultation on the implementation of the 4th EU money laundering 
directive; and

 – Became members of GAIN, the Government multi-agency intelligence network. 
GAIN’s primary role is to act as a channel for the effective sharing of intelligence on 
organised crime across a large network of partners including all police forces in 
England and Wales. We are the only gambling business to be part of this. 

Preventing anti-social behaviour and violent 
crime in and around our premises

 – Continuation of our excellent partnerships with external stakeholders such as 
Crimestoppers, the Association of Business Crime Partnerships (ABCP), the Safe Bet 
Alliance and our five Primary Authorities, Liverpool City Council and the London 
Borough of Newham (for health and safety), Merseyside Fire and Rescue and the 
London Fire and Emergency Planning Authority (for fire safety) and Milton Keynes 
and the London Borough of Newham (for age-restricted products).

Ensuring customer privacy 
and data security

 – Finalised our comprehensive cyber security programme based on the UK 
Government’s 10 Steps to Cyber Security; and 

 – Implemented global staff training and development of our IT monitoring and 
security systems.
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Material / Other CR issue Our activities

Recognised brands in the marketplace  – Maintained our leading position as the most recognised brands. 30% of GB adults 
spontaneously citing the Ladbrokes brand before any other brand. The Coral brand 
came in as the third most recognised.

Effective internal governance of CR  – Completion of the second full year of the Social Responsibility Committee; 
 – Renewed key performance indicators to reflect responsible gambling imperatives in 

executive remuneration. A major step for us and a first within the sector; and 
 – Developed a new Group Ethics Code. The new Code outlines the standards and 

behaviours that we expect from all our colleagues, contractors and business 
partners, wherever they are in the world, whatever local practices are and wherever 
they conduct business on behalf of the Group, its subsidiaries and joint ventures.

External benchmarking  – Continued external recognition with both FTSE4Good and the Dow Jones 
Sustainability Indices, validating our sector-leading approach to CR across the full 
range of social and environmental issues. Included in the Dow Jones Sustainability 
World Indices for the 14th year in succession and still the only European betting 
company, with perfect scores in responsible gambling and anti-crime.

Supporting society and our communities  – Paid more than £500 million in UK tax, duties and levies. This covers tax 
contributions of over £35 million to local councils in the UK and more than £500 
million in taxes to the UK Treasury and the greyhound and horseracing industries; 

 – Paid an additional £100 million in international taxes across our markets 
of operation;

 – Our Coral teams have now raised more than £2 million for Children with Cancer. 
The partnership began in 2015; and 

 – Another strong year for the Ladbrokes Charitable Trust, running fundraising and 
awareness campaigns across our retail estate and in head office with major 
donations going to Barnardo’s (£50k), Greatwood (£50k) and Cancer Research 
UK (£61k).

Minimising our impact  
on the environment

 – Reducing our global carbon footprint by 25% since 2014, and our GB carbon 
footprint by 29%; and

 – Upgrade of all UK shops to 100% LED lighting, reducing our electricity usage 
substantially year on year.

2016 Performance highlights continued

“We want to  
be a major  
player in every 
market in which 
we operate.”
Jim Mullen, Chief Executive Officer & 
Paul Bowtell, Chief Financial Officer
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Our CR Strategy

Making a positive impact on 
our communities

Leading the way in responsible 
betting and gaming

Operating safely and  
with integrity

Our CR Strategy focuses on three key aims or purposes.

We have listened to the views and priorities of all our 
stakeholders and identified four action areas, against each 
of our three key aims. Performance is measured across these 
areas and progress reviewed on an annual basis.

Working together across the wider industry and measuring our  
progress with the support of our employees and customers

Listening to the views and priorities of all our stakeholders:
employees, customers, regulators, investors, society

Promoting responsible  
gambling behaviours

Providing an exciting and  
fair leisure experience

Ensuring ethical business practice  
across our operations

Minimising harm from our products
Contributing to the economy  

by paying taxes and levies
Sourcing responsibly and engaging  

with our suppliers

Maintaining informed relationships  
with our customers

Enabling inclusive, rewarding  
and secure employment

Maximising the safety of our  
employees and customers

Keeping crime out of gambling
Engaging with and Investing  

in our local communities
Minimising our environmental footprint
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Leading the way in responsible 
betting and gaming

Promoting responsible gambling behaviours
At Ladbrokes and Coral, we have always been pushing the 
boundaries of our understanding of responsible gambling 
behaviours and exploring options for harm minimisation. Where 
possible, we work with the rest of our industry on responsible 
gambling issues and are active participants of the Association 
of British Bookmakers (ABB) and Remote Gambling Association’s 
(RGA) responsible gambling committees. We were key instigators 
in setting up the IGRG (Industry Group on Responsible Gambling) 
and The Senet Group.

Ladbrokes Coral is fully aligned with the UK Gambling Commission’s 
principal objectives to ensure that gambling is crime free, fair and 
open, and children and vulnerable people are protected.

We commit to these objectives across the whole of our business 
wherever we operate.

We are proud to be a founding member of the industry self-
regulatory body The Senet Group. This is an independent body set 
up to promote responsible gambling standards across the industry.

As a member, we have signed up to several responsible gambling 
commitments, which include:

 – A voluntary TV advertising ban on sign-up offers (free bets 
and free money) before 9pm;

 – Withdrawing all advertising of gaming machines from betting 
shop windows;

 – Dedicating 20% of shop window advertising to responsible 
gambling messages; 

 – Delivering a national responsible gambling advertising 
campaign; and

 – Running responsible gambling messages in all our print 
advertising and across our websites.

Through the latter commitment, during 2016 we have been 
contributing to an industry trial impact assessment of responsible 
gambling messaging. We have also been trialling different types of 
messaging to evaluate their impact and effectiveness. We will use 
the outputs from these trials to help develop industry-standard 
messaging across all operations.

We believe strongly that the gambling industry 
should work together to ensure high standards 
are maintained across the whole sector, and at 
Ladbrokes Coral we lead the way.

Through our involvement in several other industry working groups, 
such as the ABB, we have:

 – Helped to develop and now rolled-out the ‘Responsible Gambling 
Code 2015’ incorporating new requirements for advertising and 
player protection. The Code includes best practice standards for 
the use of behavioural data to identify customers who may be 
developing problems with their gambling based on agreed 
markers of harm. This measure enables shop staff to engage 
earlier with customers who may be at risk;

 – Helped to pilot and implement a multi-operator retail self-
exclusion scheme, MOSES (www.self-exclusion.co.uk/). Under 
this scheme, any customer who visits one of the participating 
shops and feels they are getting into difficulty with their 
gambling can now ‘self-exclude’ by contacting a central team 
of advisers. The team will then tailor their self-exclusion based 
on locations they frequently visit. We are also working with 
industry colleagues, led by the RGA, on an online equivalent. 
The National Online Self-Exclusion Scheme (NOSES) is set to 
be operational by the end of 2017; and

 – Developed and launched new player awareness systems (PAS) to 
minimise harm of machine play. The PAS initiatives are based on 
research that showed it was possible to distinguish between 
problem and non-problem gambling behaviour by players using 
gaming machines in licensed betting offices. All members of the 
ABB have signed up to the initiative, which is believed to be a 
world first in retail betting.

We also promote multiple harm minimisation initiatives through 
our support of the Responsible Gambling Trust (RGT), now trading 
as GambleAware. Organisations that benefited from RGT funding 
in 2016 included GamCare, the National Problem Gambling Clinic 
(CNWL) and the Gordon Moody Association.

The total contribution of Ladbrokes and Coral towards responsible 
gambling research, education and treatment was £2.299 million. 
Of this, £1.383 million was donated to RGT, now known as 
GambleAware, £700,000 was the contribution to Senet, with the 
rest representing donations to GamCare and the Young Gamblers 
Education Trust (YGAM).
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Leading the way in responsible 
betting and gaming continued

Youth Hubs for GamCare 
As part of our commitment to responsible gambling, we 
donated £180,000 to GamCare, to help fund their Youth 
Programme. This funding will assist GamCare in establishing 
three ‘youth hubs’ across the UK, in Bristol, Birmingham and 
the North West, providing information, advice, early 
interventions, and links to treatment for young people. 
The programme was first piloted in Bristol during 2015 and 
showed positive results. Professionals trained indicated that 
they have a better understanding of recognising and dealing 
with gambling problems in young people, and young people 
who took part in the programme fed back that they planned 
to reduce either the time or money that they spend on 
gambling. Our donation will provide resources for additional 
regional youth outreach workers to provide free of charge 
workshops and training in their local areas, as well as 
materials and screening tools to assist local youth services 
professionals and teachers in identifying young people at risk. 
Each youth hub will also provide a structure for referrals to 
treatment for young people who are vulnerable to gambling-
related harm.

Maintaining informed relationships  
with our customers
It is important that our customers can make informed choices 
about their betting and gaming activities. To support this, we 
provide clear information about: our products – so that they know 
exactly how to get the most out of our offering; problem gambling 
issues – so that they can identify issues when they arise and know 
where to get help should they need it; and their own gambling 
history – our loyalty card, digital and telephone betting customers 
are all provided with information about their account and their 
recent spending behaviours.

Minimising harm from our products
An important part of our responsible gambling programmes has 
been the development of bespoke algorithms to track customer 
behaviour and intervene when we suspect problem gambling might 
be occurring. Ladbrokes and Coral have been developing bespoke 
PAS over the past two years and, following the recent merger of 
the two companies, we will be looking to take the best of both 
into our operations going forward.

Using data from our customer loyalty cards, The Grid and Connect, 
we systematically assess the gambling habits of our customers, 
having defined a set of rules that may indicate a player showing 
signs of problem gambling. Our aim is not only to detect and 
intervene when problem gambling occurs, but also to identify the 
trajectories that lead to such behaviour. If we believe a customer is 
on a trajectory towards harm, then we will interact with them to 
try and prevent this from happening. It is already clear that PAS 
will offer an important improvement in the way we can focus our 
support on players identified as being at a heightened risk of 
developing problems with their gambling.

“ All staff at interview communicated a good level of 
knowledge and understanding of Coral Racing’s social 
responsibility policy and procedures, support available for 
those who may experience gambling concerns, and measures 
to help all players to gamble responsibly. Staff demonstrated  
a good knowledge of age verification procedures and a sound 
understanding of the ‘think 21’ policy.”
 GamCare

To complement this, over the past year we have stepped up 
the promotion of responsible gambling messages. We have  
introduced more prominent, more frequent and clearer messages 
on staying in control in our shops, on our machines and across  
our digital estate. 

There continues to be a national debate over the Fixed Odds 
Betting Terminals (FOBTs) available in our UK shops, particularly 
around the levels of stakes and prizes. The vast majority of our 
customers use machines responsibly and it is only a minority that 
exhibit indicators of harm. We have ensured that our shops provide 
the most protected gaming machine experience in the industry. 
As well as measures that promote responsible behaviour across all 
forms of gambling, we have invested significantly in responsible 
gambling measures on B2 machines. These include:

 – Top screen responsible gambling messages occupying 25% 
of screen time;

 – Presenting customers with limit-setting choices as soon as 
they load cash;

 – Mandatory alerts highlighting play above 20 minutes or 
spend above £150;

 – Customers playing at stakes in excess of £50 can only do so 
through account play or by loading their cash over the counter, 
ensuring an interaction with shop colleagues;

 – Customers playing while logged into their account have their 
transactions tracked and receive responsible gambling messages 
and advice when their behaviour changes;

 – Mandatory training for all our shop colleagues on spotting and 
helping to tackle problem gambling both when they join and 
as part of regular refresher courses; and

 – A ratio of at least one trained colleague to four machines.

The levels of problem gambling in the UK have remained stable 
over the past 15 years, at between 0.5% and 0.7% of the adult 
population, according to Government-commissioned research. 
This is low by international standards. In 1999, the GB 
Government’s first Gambling Prevalence Survey measured rates 
of problem gambling at 0.6% of the adult population. There were 
no FOBTs in 1999, no online gambling and no TV advertising. 
According to the Department of Culture, Media and Sport in 2014, 
the problem gambling rate was 0.4% and in March 2016, the 
Gambling Commission reported a figure of 0.5%.(1) It is possible to 
conclude that FOBTs, online gambling and TV advertising have had 
no significant effect on the overall rates of problem gambling 
across the UK. 
 (1) Gambling Commission (2015), Participation in gambling and rates of problem gambling  

www.gamblingcommission.gov.uk/Press/2016/Gambling-statistics-paint-picture-of-gambling-
in-Great- Britain.aspx 
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Having effective data and information security systems in place 
is only a first step to protecting our customer and corporate 
information from misuse. Human behaviour can be the biggest 
threat to cyber security. To address this, we have developed a 
comprehensive cyber security programme based on the UK 
Government’s 10 steps to Cyber Security. During 2015, we 
launched a new information security web portal to help educate 
our employees and tell them what they need to know to minimise 
our risks. We have implemented further elements of this 
programme during 2016, including global staff training and 
development of our IT monitoring and security systems.

YGAM Level 2 Qualification in 
Safeguarding and Harm Minimisation
Ladbrokes Coral is one of the key supporting members of the 
Young Gamblers Education Trust, a charitable organisation 
founded by a former problem gambler, to inform, educate 
and safeguard young people in relation to problem gambling. 
We are proud to be working in partnership with YGAM to 
develop the UK’s first set of nationally recognised 
qualifications around Safeguarding and Harm Minimisation 
for colleagues who work in the gambling industry. This 
qualification will be Level 2 and equivalent to a GCSE (A* to C) 
or BTEC. The course will cover a variety of elements including:

 – Identifying problem gambling behaviours;
 – Safeguarding measures for colleagues and customers; and
 – Understanding the motivations to gamble.

We are also supporting the charity in its broader schools, 
youth groups and university curriculum work. This work with 
YGAM is in addition to the mandatory internal training and 
refresher courses we run with our colleagues on harm 
minimisation. We hope others in the industry will follow suit.

Leading the way in responsible 
betting and gaming continued

Given the range of player protection measures in our shops and 
the number of interactions with customers, we believe our 
colleagues are the most trained and skilled in the industry. Not only 
do our colleagues have to present excellent customer service skills, 
but are also adept at managing and maintaining our machines as 
well as spotting behavioural indicators of problem gambling. We 
therefore believe that betting shops offer the safest responsible 
gambling environment to play gaming machines in the UK today.

Keeping crime out of gambling
Reducing crime and anti-social behaviour remains a key priority 
for us. Our efforts to date have focused on machine damage, 
monitoring customer behaviour in and around our shops, and, 
eliminating gambling-related crime (such as money laundering). 
We have also continued to be vigilant and active on all matters 
relating to sporting integrity.

Where possible, we work in partnership with local authorities 
and other bodies to ensure gambling remains crime free. 
Our partners include Crimestoppers, the Association of Business 
Crime Partnerships and the Safe Bet Alliance (SBA). We continue 
to support the SBA’s National Standards for Bookmakers.

During 2016, we became founder members of Gamlag, a new 
cross-sector anti-money laundering group. Together we helped 
to formulate the industry response to the UK Government 
consultation on the implementation of the 4th EU money 
laundering directive.

We are also members of GAIN, the Government multi-agency 
intelligence network. GAIN’s primary role is to act as a channel 
for the effective sharing of intelligence on organised crime across 
a large network of partners, including all police forces in England 
and Wales. We are the only gambling business to be part of this.

“Staff demonstrated  
a good knowledge  
of age verification 
procedures.”
GamCare
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Measuring our performance in responsible betting and gaming
All KPIs represent a full 12 months of both Ladbrokes and Coral 

KPI 2016 Group total 2016 Ladbrokes 2016 Coral 2015 Ladbrokes 2014 Ladbrokes

Responsible gambling:
Customer interactions regarding 
problem gambling 344,344 67,521 276,823 75,263 733,048

Self-exclusions made 86,040 49,941 36,099 34,065 22,191
Cash and in-kind contributions 
towards responsible gambling 
charities £1,607,000 £888,000(1) £719,000(2) £682,500 £682,500
DJSI rating of our responsible 
gambling measures 100% 100% N/A 100% 100%

Anti-crime:

Burglaries and burglary attempts 87 79 8 47 55
Shop robberies and robbery 
attempts 264 159 105 169 181

Street robberies 12 8 4 6 9
DJSI rating of our anti-crime policy 
and measures 100% 100% N/A 100% 100%

(1)  Ladbrokes donated £708,000 to the Responsible Gambling Trust, plus £180,000 directly to GamCare 
(2)  Coral donated £685,000 to the Responsible Gambling Trust plus £35,000 to YGAM and £9,000 to Gambling Therapy

Leading the way in responsible 
betting and gaming continued
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Making a positive impact  
on our communities

Providing an exciting and fair 
leisure experience
Gambling is a form of entertainment for our customers. Just as 
many people choose to spend money going to the cinema, a 
sporting fixture or the theatre, our three million customers choose 
to spend their money by visiting one of our shops or betting and 
gaming online. While we recognise that some people do not agree 
on the merits and benefits of gambling, the industry is highly 
regulated and we provide one of the safest and exciting 
environments in which to play.

We are proud to have been a stalwart on many British high streets 
up and down the country since 1962. In fact, the average length 
of time our shops have been located in the same area stretches 
to almost 30 years. Our two core brands are therefore part of 
British heritage. 

Ladbrokes Coral customers come from all walks of life, all ages 
and all economic groups. With a footprint in over 15 countries, and 
websites offering betting and gaming in many languages, we serve 
customers all over the world. We have strong brand loyalty and 
international recognition. We are committed to offering the best 
customer experience through all our channels and we place a high 
priority on service. 

Our responsible approach to customer service starts with 
understanding our customers’ needs. We are moving towards 
a more localised and personalised and multi-channel service, 
so that our customers can bet wherever, whenever and however 
they want to. 

We pride ourselves on protecting our customers’ interests, 
as well as our own, through fair dealings, providing security 
of information and data protection, and offering the ultimate 
backup of an independent adjudication service (IBAS). To test 
our performance, we regularly commission third-party checks, 
monitor customer complaints and welcome feedback from all 
our retail and digital outlets.

We continually measure our performance through independent 
bodies, social media, customer panels and targeted focus groups. 
The efforts we are making to offer a great leisure experience are 
reflected in our customer satisfaction metrics, which have 
improved year on year. We continue to hold the number one and 
three betting brand positions in the UK market – Ladbrokes and 
Coral – and in the UK, the Ladbrokes Retail net promoter score has 
increased by six percentage points over the past two years. 

Ladbrokes Coral remains a key part of our high 
street, contributing to the local economy through 
employment and taxes, and supporting the 
communities in which we operate. 

Full time – 36%
Part time – 64%

Full-time and part-time employees in Ladbrokes Coral 
as at 31 December 2016*

* Scope covers the UK only for Ladbrokes and for Coral, the UK,Italy, Gilbraltar,  
Israel and the Philippines.



Corporate Responsibility Report 2016

20 www.ladbrokescoralplc.com

We offer all our people every opportunity they need to develop 
and progress with us. During 2016, we have further developed 
our learning and development programmes, across all our grades. 
In Ladbrokes, we extended our Females in Leadership programme, 
offering mentoring opportunities and increasing the visibility of 
senior female role models. More than 300 employees have received 
training through Aspire, Coral’s internal development programme 
enabling colleagues to grow into the next role. We have also 
developed a new online induction programme called Flying Start, 
and introduced the Inspiring Leadership Programme, a new 
programme for aspiring senior managers and high potentials. 

We are a flexible employer that enables people to work around 
their existing commitments. Two-thirds of our colleagues choose 
to work part time, to accommodate childcare arrangements, 
studying or other personal responsibilities. 

We reward our colleagues financially with annual bonuses, 
discounted travel and offers, and an average salary for retail 
colleagues in the UK at 17% above the Living Wage.

Across all of Ladbrokes Coral, we have a long tradition of celebrating 
the long service of our colleagues. A quarter of our team members 
have service of between 10 to over 30 years. Each year we award 
more than 100 of those who have reached the milestone of 20, 
30 or 40 years with us, and a handful for over 50 years. These 
long-serving colleagues are mainly in our retail estate rather than 
our head office, demonstrating that we are a key part of the local 
communities in which we have a licence to operate.

Although we have become an international business with 
colleagues in 15 countries worldwide, the majority are still 
employed in Great Britain and Ireland (92%). Our policies remain 
consistent with the requirements of the Universal Declaration 
on Human Rights and the spirit of the International Labour 
Organization core labour standards. We are constantly reviewing 
our workplace policies and during 2017, we will be looking at this 
again following the merger.

Contributing to the economy  
by paying taxes and levies
Ladbrokes Coral Group employs more than 26,000 people 
across more than 15 countries, generating employment and tax 
revenue wherever it does business. According to the UK Gambling 
Commission, the UK betting industry provides employment for 
105,000 people. Research by Deloitte indicates that the UK 
betting industry directly accounted for £2.3 billion toward GDP 
and an indirect economic footprint worth £5 billion of GDP. In 2016, 
Ladbrokes Coral Group paid a total of £353 million(1) in wages and 
salaries, of which more than 70% was in the UK.
(1) 2016 data includes 12 months Ladbrokes and 2 months Coral

Making a positive impact  
on our communities continued

Gender diversity – females as a % of total employees

12%

22%

13%

2016

2015

7 out of 60

7 out of 55

23%

20%

150 out of 651

50 out of 255

48%

53%

12,124 out of 25,124

7,403 out of 14,055

Directors of Group companies(1)

Group Board(1)

2016 2015

Senior managers(1),(2),(3)

All employees(1),(4)

2016

2015

2016

2015

25%

(1) As at 31 December.
(2) The top four management grades, including those who were also Directors of Group 

companies.
(3)  2016 data includes Ladbrokes: UK, Ireland, Gibraltar, Betdaq, Sportium, Belgium, Jersey and 

Coral: UK, Italy, Israel and Philippines; 2015 data includes Ladbrokes: UK, Ireland and Gibraltar.
(4) 2016 data includes Ladbrokes: UK, Ireland, Gibraltar and Australia and Coral: UK, Italy, Israel 

and Philippines; 2015 data includes Ladbrokes: UK, Ireland, Gibraltar and Australia.

Enabling inclusive, rewarding  
and secure employment
As our international operations continue to grow, it is important 
that our people have plenty of reasons to be excited about working 
at Ladbrokes Coral and grow with us. From the moment someone 
joins us, training and career progression are our top priorities.

Our CEO started his working life in a betting shop and we are 
committed to helping the next generation of young people get on 
the career ladder and build up their experience. Over a third of our 
workforce are young people, under the age of 25, and we employ 
over 1,000 apprentices in the business, mainly in our retail estate, 
but also in our head office functions. We have an excellent Females 
in Leadership programme that supports and promotes successful 
women to managerial roles within the business. 

More than half of our retail workforce and 60% of our shop 
managers and deputy managers are female.
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Our approach to tax payments and disclosure is guided by the 
four principles below:

 – Accurate and timely compliance with tax law in all the countries 
in which we operate;

 – Engaging proactively and openly with local and national tax 
authorities, including constructive engagement debates 
regarding the development of tax legislation and policy;

 – Being transparent in the reporting of our tax affairs; and 
 – Achieving sustainable returns for our shareholders.

Ladbrokes regularly took part in PwC’s Total Tax Contribution 
survey, an annual benchmarking exercise comparing the total 
tax contribution and wider socioeconomic impacts of some of 
the biggest companies in the UK. In 2016, before the merger, 
Ladbrokes again took part and of the 100 companies in the 
assessment, Ladbrokes was among the smallest when measured  
by market capitalisation. However, the 2016 results showed again 
that Ladbrokes punched well above its weight, ranking 26th for 
taxes borne in the UK.

Engaging with and investing in our  
local communities
Our impact on local communities goes beyond commercial 
operations and demonstrates our intention to be a powerful force 
for good in the communities in which we operate. Ladbrokes 
Coral Group is present in nearly every town and major city across 
the UK. We have invested nearly £130 million in our local high 
streets since 2013 through a variety of shop refurbishments, 
refitting, updating technology and additional security measures 
in shops. This is part of our commitment to ensure we remain 
a viable part of the high street. 

“ At Cancer Research UK, we’re delighted to be a long-standing 
charity partner of Ladbrokes, with the company’s support 
of campaigns such as Breast Cancer Awareness, Stand Up 
to Cancer, Race for Life and the Bobby Moore Fund raising 
more than £500,000 for our life-saving research. We are also 
pleased to be working on a health partnership pilot with 
Ladbrokes; it is a great opportunity for us to gain a deeper 
understanding of their customers’ attitudes and awareness 
of cancer, so that in the future we can work together to help 
tackle cancer inequalities in communities across the country.” 
Frances Milner, Executive Director of Philanthropy 
& Partnerships

Making a positive impact  
on our communities continued

The tax arrangements of multinational companies continue to 
face intense public scrutiny. According to Ipsos Mori research, 
tax avoidance is the number one CR issue for UK consumers. 
We recognise that tax revenue is vital to economic prosperity 
and social stability. We also recognise that our contribution to 
governments and national finances through the taxes we pay 
is important and significant.

UK gross profits taxes (betting duties, etc) – £408m
UK horse and dog levies – £26m
UK corporation tax – £10m
UK irrecoverable VAT – £88m
UK business rates and other taxes – £35m
UK employer’s national insurance – £26m
Foreign taxes – £105m

Total taxes, duties and levies paid 2016

£688m

Having said that, tax and regulation of betting and gaming 
businesses has risen dramatically in recent years. This is due to  
the increase in Machines Gaming Duty, the introduction of Point  
of Consumption Tax and the £50 stake regulation. These changes 
mean that Ladbrokes Coral Group now pays an increased £190 
million per annum in taxes and duties. A further tax increase on 
online gaming bonuses has since been announced that will mean 
Ladbrokes Coral will pay a further £19 million per annum 
from 2018.
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Making a positive impact  
on our communities continued

A recent survey by ESA retail found that 89% of betting shop 
customers combine their trip with visits to other local businesses, 
and more than half of the respondents said they usually spend 
more than £10 in other local shops during these trips. This provides 
evidence that the presence of bookmakers has a positive impact on 
local high streets.

The Ladbrokes Charitable Trust has donated more than £8 million 
since its inception in 2003. In the past three years, we have donated 
to approximately 300 charities, mainly of a small and local nature, 
that have a link with colleagues in their local shop. During 2016, 
they raised a further £230,000 and donated more than £264,000 
to local causes.

At Coral, we began our partnership with Children with Cancer UK in 
2015, with the initial aim of raising at least £500,000 before the end 
of the year. We soon exceeded this target, and aimed for £1 million. 
We are proud to say that in September 2016, we reached £2 million 
for this great cause and the total continues to rise. 

“ We have to say a huge thank you so much to Coral staff 
for their incredible support of Children with Cancer UK. 
Our fantastic partnership is the biggest and most successful 
partnership both the company and charity have ever had, 
showing just how engaged Coral staff are in our cause. 
The money they have raised has and continues to help 
children and young people throughout the UK fighting for 
their lives. I have loved working with your dedicated team 
and look forward to continuing our partnership together 
until the end of 2017.” 
Jayne Falconer, CWC UK Major Relationships Manager

We have been a partner of The Coalfields Regeneration Trust 
(CRT) since 2013, helping to facilitate the Dearne Valley Family 
Employment Initiative. This programme helps those who are 
furthest from the job market get into education, training or work 
through the help of a specialist and dedicated support worker. 
So far the programme has assisted more than 300 people locally 
in the former coalfield area, of whom more than 40% have secured 
a job and 20% have taken up training or education opportunities. 
During 2016, we deepened our partnership with the CRT, which is 
now our training provider for the Ladbrokes’ apprenticeship scheme. 
We have committed to establishing an apprentice placement in 
every former coalfield area, to further assist those looking to enter 
the job market at the entry level. 

“ The Trust is extremely proud of our collaborative 
relationship with Ladbrokes. Many of our former mining 
communities are among the most deprived nationally and 
the money received from Ladbrokes over recent years has 
been invaluable in sustaining our employment project in 
South Yorkshire. Without this funding the project would 
have ceased. 

 The area targeted through this work has extremely high levels 
of adults without qualifications and who are out of work on 
benefit. Our project provides bespoke support to individuals, 
often breaking down many of the barriers they face, to help 
them back into work. To date, the Ladbrokes funding has 
helped us provide tailored support to 306 people of which 128 
have secured a job and 68 have taken up training or education 
opportunities. This makes a huge difference to their lives, the 
lives of their families and the wider community. 

 Our team has also worked closely with the HR team at 
Ladbrokes in helping to shape a community module of their 
apprenticeship programme. It embraces Ladbrokes’ ambition 
to connect with the communities it serves. We welcome the 
apprenticeship opportunities being created for our young 
people in the coalfields and to our continued partnership 
with Ladbrokes moving forward.” 

 Gary Ellis, CEO, The Coalfields Regeneration Trust 

Over the past year we also launched ‘Committed to Communities’, 
a new training module that gives our apprentices the tools and 
opportunity to volunteer with local good causes or charities and 
develop ways to support and raise funds for them.



Corporate Responsibility Report 2016

23 www.ladbrokescoralplc.com

Making a positive impact  
on our communities continued

Measuring our performance in having a positive impact on our communities
All KPIs represent a full 12 months of both Ladbrokes and Coral 

KPI 2016 Group total 2016 Ladbrokes 2016 Coral 2015 Ladbrokes 2014 Ladbrokes

Customers:

Net Promoter Score – retail N/A 43% – 42% 37%

Unprompted brand recognition(1) N/A 30% 7% 28% 31%

Customer complaints 21,134 10,165 10,969 10,740 12,813
Customer complaints 
which specifically relate to 
a gambling transaction 4,155 3,607(2) 548(2) 4,293 469

Employees:

Employees worldwide(3) 26,217 14,799 11,418 14,765 14,428

Female employees(3),(6) 46.2% 45.9% 51.3% 52.7% 55.0%
Employees from ethnic minority 
groups(3),(4) 15.7% 20.39% 10.2% 13.1% 13.1%

Average turnover for shop staff(4) N/A 38% 22.3%(8) 28% 28%
Average turnover for middle 
managers(4) N/A 18% 22.3%(8) 24% 23%

Employees receiving training(4) N/A 13,543 – 12,643 13,520

Annual spend on training(4) N/A £650,000 – £450,000 £617,000

Sickness days per employee(5) N/A 10.9 9.6 11.1(7) 8.5

Employee Engagement Index N/A 70% 66% N/A 65%

Communities and society:

Net revenue(9) £1,507.9m – – £1,195.5m £1,158.9m

Operating profit(9),(10) £121.2m – – £80.6m £125.4m

Taxes paid (11) £688m – – £340.5m £282.1m

Wages and salaries(12) £353m – – £264.0m £258.2m
Raised by employees for LCT in 
the UK N/A £280,228 N/A £365,449 £435,056
Contributions by Ladbrokes – time 
resources given to LCT in the UK N/A £1,069,786 N/A £1,129,321 £1,156,112

Donations by LCT in the UK N/A £264,881 N/A £348,119 £441,700
Cash and in-kind to charitable 
causes, excluding LCT and donations 
towards responsible gambling 
charities £627,000 £263,000 £364,000 £316,803 £178,236

(1) TNS Omnibus (Q1 2014-16) spontaneous first mentions in GB adults aged 18+ 
(2)  Different definitions currently exist between Ladbrokes and Coral as to when a complaint is considered to be a dispute relating to a gambling transaction.  

We will be aligning the two approaches going forward through a common system for logging and processing complaints
(3)  Full and part-time employees in continuing operations as at 31 December, including joint ventures
(4)  UK and Israel employees only (88% of total employees)
(5)  Consolidated data for UK, Ireland and Gibraltar
(6)  2015 data covers UK, Ireland, Gibraltar and Australia. 2014 and 2013 data is UK only
(7)  2015 data restated due to more accurate information available
(8)  Total turnover for all Coral employees
(9)  Continuing operations, excluding High Rollers
(10)  Profit before tax, net finance expense, amortisation of customer relationships and exceptional items. For 2016 this is stated pre-non-trading items
(11)  Includes corporation tax, business rates, foreign tax, Machine Games Duty (MGD), Amusement Machine Licence Duty (AMLD), employers, National Insurance  

Contributions (NIC), VAT, and other duties and levies
(12)  Including pension contributions and share-based payment costs
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Operating safely  
and with integrity

Ensuring ethical business practice across 
our operations
During 2016 we developed a new Group Ethics Code. The new 
Code outlines the standards and behaviours that we expect from 
all our colleagues, contractors and business partners, wherever they 
are in the world, whatever local practices are and wherever they 
conduct business on behalf of the Company, its subsidiaries and 
joint ventures.

Our Ladbrokes freephone Integrity Line service is operated 
independently and in confidence by Crimestoppers. This allows 
for independent reporting of concerns about corporate activities 
and, specifically, criminal activity and non-compliance with our 
policies across our international estate. Three incidents were 
reported during 2016 – all of which were investigated thoroughly. 
We will continue to promote this service to our employees, 
customers, partners and suppliers.

Coral also has a dedicated whistle-blowing officer through whom 
concerns can be raised and investigated. No incidents were 
reported during 2016.

Maximising the safety of our employees  
and customers
Health and Safety (H&S) is a key priority for us. We are taking a 
number of steps to encourage a positive H&S culture throughout 
the business and to maintain a safe environment for our customers 
and colleagues.

Following our review of H&S management at Ladbrokes during 
2015, we have rolled-out a new Group H&S Policy, reviewed our 
risk assessment framework and are implementing a comprehensive 
safety management system across the business, starting in the UK. 
During 2017 we will be evaluating the Ladbrokes and Coral systems 
for safety and unifying our approach across our operations.

We promote high social, ethical and 
environmental standards across the Group 
and provide detailed codes of practice to all 
our employees and business partners.

Sourcing responsibly and engaging  
with our suppliers
Modern slavery and human trafficking are on the increase, and 
slavery has become an important issue in several countries in 
which Ladbrokes Coral operates. 

There is pressure from the UK Government for businesses to exert 
as much influence as they can to stamp out the issue from the 
global labour market. Through its ground-breaking Modern Slavery 
Act 2015 (MSA), the UK Government has placed specific emphasis 
on tackling slavery over and above a number of other human rights 
abuses that are already enshrined in UK legislation. 

At Ladbrokes Coral, we take this issue very seriously and prohibit 
all forms of slavery(1), both in our own organisation and in our supply 
chains. This is reinforced by our Group Codes of Conduct, 
our Environmental, Social, and Ethical Purchasing Policy, and will 
soon be explicitly referenced in all our terms of engagement for 
suppliers and business partners. We have published our 2016 
Modern Slavery Statement on our Group website.

Although we have put in place steps to prevent modern slavery 
within our own business and supply chain, we believe that we are 
at a low risk due to the nature of our business and the skill levels 
required from our employees and business partners. Ladbrokes 
Coral is an entertainment business, selling experiences rather than 
physical products. Our workforce is highly skilled, due to the 
technical and highly regulated nature of our offering, and we have 
a relatively small supply chain compared to other high street retail 
businesses. We do not use temporary labour in our shops or offices, 
and any temporary contractors at our head offices are highly skilled 
and vetted before being appointed. 

(1)  Slavery, servitude, forced labour, compulsory labour, and human trafficking
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Reducing our carbon footprint
Since 2015, all Ladbrokes shops have been 100% lit by LED lighting. 
This was a major upgrade involving the replacement of more than 
98,000 fittings across 1,800 shops. As a result of this, better use 
of energy dashboard systems and upgrades to our TV and air 
conditioning systems, the energy usage within the Ladbrokes 
GB shop and office estate decreased by 12% and GHG emissions 
by 22%. 

In our reporting for 2016, where possible, we have included full-year 
data for Ladbrokes and data for November and December from 
Coral to reflect the merger. Our challenge for 2017 will be to 
rebaseline our performance and then to align our systems and 
processes to unlock environmental efficiencies across the Group. 
During the coming year, we are looking to roll-out LED lighting for 
the Coral estate and set new GHG emissions targets.

GB emissions International emissions

39,633 20164,869

42,419 20155,051

47,204 20146,244

Scope 1 and Scope 2 GHG emissions from our global 
operations in tonnes CO2e

(1)   Based on 2016 UK Defra GHG reporting guidance and conversion factors and includes  
Scope 1: Direct emissions from the combustion of fuel and Scope 2: Indirect emissions  
from the purchase of electricity. 

(2)   Emissions from our global operations include those arising from our businesses in the UK, 
Ireland, Belgium, Gibraltar and Spain. Data for our recently acquired businesses in Australia, 
Israel and the Philippines is not included. It is estimated (based pro-rata on headcount) that  
this will increase our global GHG emissions by no more than an additional 0.5%.

(3)   Excluding fugitive emissions from refrigerants, which represent less than 2% of GHG  
emissions from our business operations.

(4)  Excluding High Rollers.
(5) Total impact of the merged Company, includes 12 months of Ladbrokes and two  

months of Coral data.

Operating safely  
and with integrity continued

Within the Ladbrokes supply chain, our strategic and critical 
suppliers account for almost 70% of total indirect spend. Our 
supply chain is largely characterised by the purchase of data rights, 
software and premises licences, IT and technology, telecoms, 
communications, marketing and professional services. We know 
our strategic and critical suppliers well and engage with them on 
a regular basis. All suppliers have to sign up to our Environmental, 
Social, and Ethical Purchasing Policy, which explicitly prohibits 
slavery and forced labour.

Minimising our environmental footprint
Managing our impact on both the environment and the 
communities in which we operate is of paramount importance 
to us. We have a responsibility to monitor and reduce all our 
environmental impacts where practicable.

With 193 countries signing up to the Paris Agreement to limit global 
warming to less than 2 degrees Celsius, the race to reduce the 
emission of greenhouse gases (GHG) is on. We expect a robust push 
towards low carbon technology take-up through a mix of taxes, 
regulations and efficiency standards in the future. We started early, 
setting emissions targets in 2008 and ever since becoming more 
energy efficient year on year. Our main impact is caused by the 
electricity and gas used on our premises, so that is where we focus 
our efforts. Over the past year we have capitalised on our new 
energy dashboard system, targeting high using shops and 
encouraging colleagues not to waste energy.

Our challenge for  
2017 will be to align 
our processes to  
unlock environmental 
efficiencies across  
the Group.
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Operating safely  
and with integrity continued

Measuring our performance in operating with integrity
All KPIs represent a full 12 months of both Ladbrokes and Coral unless stated otherwise

KPI 2016 Group total 2016 Ladbrokes 2016 Coral 2015 Ladbrokes 2014 Ladbrokes

Ethics:
Whistle-blowing incidents reported 
and investigated 3 3 0 11 5

Safety:
Health, Safety and Environmental 
officer visits(1) 133 91 42 96 97
Enforcement or prosecution 
notices issued 0 0 0 0 0

Internal compliance audits 3,654 1,837 1,817 865 1,061

Employee accidents 674 141 533 131 142

Employee reportable incidents(2) 29 19 10 5 13
Employee reportable incidents 
per 100,000 employees – 149 96 36 90

Public accidents 559 231 328 250 224

Public reportable incidents 7 5 2 0 0

Environment:

Energy (kWh)(3) 110,764,627 95,305,003 15,459,624 106,396,922 111,580,053

GHG emissions (tonnes CO2e)(3),(5) 48,930 41,867 7,064 51,860 58,266

Shop waste recycled (tonnes)(4) – 2,489 2,276 2,500
Proportion of shop waste  
recycled (4),(6) – 120% 99% 109%

Average water use per shop (m3)(4) – 120 116 109

(1)  Data for UK and Ireland only
(2)  Over seven-day injuries reported to the UK Health & Safety Executive
(3)  Emissions from our global operations include those arising from our businesses in the UK, Ireland, Belgium, Gibraltar, Philippines, Israel and Spain. This covers 12 months of Ladbrokes and 2 months  

of Coral data. We are working on gathering GHG data for our other overseas activities. We estimate (based on pro-rata headcount) that this will increase our global GHG emissions by no more than  
an additional 3%

(4)  Data for GB only
(5)  Based on 2016 UK Defra GHG reporting guidance and conversion factors, except for overseas electricity conversion factors which are based on IEA/OECD CO2 Emissions from Fuel Combustion 2016. 

Includes Scope 1: Direct emissions from the combustion of fuel, Scope 2: Indirect emissions from the purchase of electricity and Scope 3: Indirect emissions from business travel and electricity 
transmission and distribution. Excluding fugitive emissions from refrigerants, which represent less than 2% of GHG emissions from our business operations

(6)  We recycle waste brought onto our premises by customers; hence our recycled volumes can be higher than the waste we produce. The numbers include non-paper items such as  
pens, food packaging, drinks cans, memos, timesheets and other materials
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External recognition 
To see how well we are doing, we continually compare our 
performance with that of our peers through external 
benchmarking and peer review. We actively engage with two 
investor indices, the Dow Jones Sustainability Indices (DJSI) 
and FTSE4Good, both of which provide us with benchmarking 
information on our CR programmes. Ladbrokes plc (the business 
pre-merger) has been a constituent of the DJSI for 14 years, an elite 
index for responsible companies. Coral was not within the eligible 
universe – being a privately owned company. Ladbrokes is the only 
European betting company included in the prestigious DJSI 
World Index, achieving maximum scores of 100% for our approach 
to responsible gambling and our anti-crime measures. Since 2002 
Ladbrokes has also been a member of FTSE4Good. This year we 
were ranked in the 99th percentile of companies in our industry 
segment, achieving maximum scores for customer responsibility 
and corporate governance. We continue to see benchmarking 
our performance as an important indicator of the relevance of 
our CR performance.

Benchmarking our CR performance

Your feedback
We welcome your feedback on this report or any aspect of our CR programme.  For more information on how to get in touch, 
check out the contacts section of our Group website: www.ladbrokescoralplc.com/contact

This year we were 
ranked in the  
99th percentile of 
companies in our 
industry segment.
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