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1. Introduction
This document is a response to the recent report released by the Trade Union Group1. After speaking to only 13 out of 24,000 
employees, the report makes a series of inaccurate claims. This document seeks to set the record straight.

National Express2 has been the subject of a Corporate Campaign by the Teamsters and their supporters for a number of years. 
Like many others that the Teamsters have run, in our view this campaign attempts to intimidate the company and its shareholders 
into adopting ‘Neutrality’ in North America.

As a big, powerful organisation with significant income, we believe the Teamsters deploy their resources and tactics to attempt to 
force companies into conceding their ends. Rather than attempt to organize workplace by workplace, with employees enjoying a 
choice in a free and fair election, it is our view based on experience that they seek a free run at what would effectively be a closed 
shop in many of our workplaces.

It is perhaps unsurprising therefore that whilst a benign term, we believe ‘Neutrality’ interferes with an employee’s right to freedom 
of choice which is fundamentally inherent in US law. Further, it is not what our employees tell us they want.

‘Neutrality’ would mean that during an election, we would no longer be able to speak with our employees. The only people who 
can speak with our employees would be union representatives. This would include the company not being able to answer any 
questions put to it by employees. Equally, any claims made – including those about the company or management – by the union 
could not be responded to. There are three fundamental reasons why we oppose this:

• It prevents emploees from recieving all information needed to make an informed decision. Under US law, employees have a choice and 
therefore should have all the available facts before exercising that choice.

• It is not what our employees tell us they want. Amongst other things, many identify it as a significant financial commitment, typically 
between 2.5-3% of their annual pay.

• In many US states, if a location chooses to become unionised, the union can demand that any employee who does not join 
the union should be dismissed. The company is legally obliged to do so, as it has been forced to do so a number of times in 
recent years.

This is why the company is determined to protect an employee’s right to choose in a free and fair election whether to join a union 
or not. This is what our Workplace Rights Policy protects.

FirstGroup’s experience is often cited as the example to follow. But as the graph below shows, the facts tell a different story. 
For example, since conceding to the Teamsters’ demands, they have seen a decline in the number of buses they operate. 

In contrast, we are proud of our growth record and commitment to safety and our employees. We have rigorous processes and 
independent auditing systems in place. We believe this document not only rebuts the allegations made but also demonstrates the 
strength of our commitment to our Values. Before moving on to do this, this document includes two letters recieved from senior 
US politicians in response to local coverage of the report authors’ visit and a question asked by an employee at last year’s AGM.

,

1 https://d3n8a8pro7vhmx.cloudfront.net/tradeuniongroup/pages/177/attachments/original/1429285545/NEX-report-FINAL.pdf?1429285545

2 In this document National Express, Durham, Durham School Services, Petermann and National Express Corporation are used 
interchangeably.
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2. Our North American School Bus business key facts

• 24,000 employees across over 225 sites

• Operates more than 20,500 buses on over 19,000 routes

• Carried 1.25 billion children over the last 5 years 

• Invested $400 million in new vehicles since 2011

• Invested $250 million in maintenance since 2012

• Spent $1 million on maintenance training in 2014 and are 
planning a similar figure for 2015

• We have seen a decline in our in-service failure rate of over 
67% between 2011 and 2015

• Compared to 2010 preventable vehicle accidents per 
million miles are down by nearly 20%

• The US Department of Transport carries out regular 
random roadside checks on school buses. We not only 
pass these checks, we beat the federal standard by 58 
percentage points

• Last year all of our US school buses received at least one 
independent maintenance check on top of their regular 
service

• National Express was the first US School bus company to 
have achieved the benchmark American National 
Standards Institute recognition for its safety 

• We are the only school bus company where all senior 
safety managers hold the ISHM safety qualification

• Retained over 97% of its contracts up for renewal in 2014

• In 2014 93% of customers said they would recommend us 
to others

• Our US employee survey is independently-run, by TNS 
Employee Insights. It had nearly 14,000 responses, a 
participation rate of 57% (up around 7% on 2013):

• Nearly 91% of employees said they enjoyed working for 
National Express, an increase of nearly 2% from 2013

• 84% said National Express is a good place to work (up 
2% on 2013)

• 86.5% agreed ‘My company respects my right to 
associate with whom I choose and my right to hold and 
express opinions’ (up 2.5% on 2013)

• Our unionisation rate in the US has increased from 18% to 
34% over the last 6 years, this compares to a private sector 
average of 6.6% in the US 

• We recognise 16 unions in the US
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Question from Jan Hilliard, National Express North American school bus employee. 
Annual General Meeting, 14th May 2014, International Conference Centre, Birmingham.

Good Afternoon Sir John, I am Jan Hilliard from Durham School Services in Lake Villa, Illinois. 
My question is: Can you confirm that National Express, and that you, respect my right to be informed and to decide my 
association freely? 

I ask this because I work for Durham School Services and am here today to tell you the Teamster members you hear from year 
after year do not speak for me; they do not represent my experience with this company. 

In my tenure at Durham, I have been a driver, a driver trainer, and now I am responsible for routing and safety. I prefer working 
directly with my management team without interference and intimidation from the union. I enjoy working for Durham; we have a 
great team and a management team that is honest and supportive. We all take our responsibilities very seriously and work 
tirelessly to transport students safely. 

I am here today to tell you that Durham is a great place to work and for me has been a very good career path. I look forward to 
going to work every day; the atmosphere at my location is engaging and respectful. 

When I joined Durham School Services in Lake Villa, they were under Teamster representation at that time. It was an absolutely 
horrid and unpleasant experience. I do not want to return to that environment. Teamster representatives would show up, 
uninvited, to my home in an attempt to scare me and my family. This is absolutely inappropriate. When we were given the option, 
we choose to be union free after witnessing bullying, lying, and harassment by Teamster leadership.

In closing, I am here today to tell you that the union members you hear from today do not speak for me; I want you to continue 
defending my rights and the rights of my coworkers to be informed by management and to freely choose my associations 
because I do not want to be represented by these bullies. 
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3. National Express: a company rooted in its Values

Community 
We are active in the 
communities we 
serve to generate 
economic, social and 
environmental value.

Customers 
We place them at the 
heart of our business 
and relentlessly meet 
their expectations.

Excellence
We constantly strive 
to be excellent in all 
that we do.

People 
We develop the 
talents, reward 
the exceptional 
performance and 
respect the rights 
of all our employees.

Safety
We only do what is 
safe and stop any 
unsafe behaviour.

Our Values are a statement of who we are as a company and help 
us deliver our Vision of earning the lifetime loyalty of customers by 
consistently delivering frequent, high performing, public transport 
services which offer excellent value.

Safety
Safety is our priority. We use an independent company, AD Little, to 
audit our processes and systems. They have confirmed we have 
delivered a 54% improvement in safety performance between 2011 
and 2014.

In North America, as in all our divisions, we are constantly seeking 
what more we can do to improve our safety performance. In recent 
years we have, for example, invested significantly in our maintenance 
systems, spending $250 million since 2012 and expanding our 
Master Technician grade across the business.

People
Across National Express, our employee survey results are industry-
leading. Like many transport companies, we use VaLUENTiS to 
conduct our UK surveys. Our coach and rail results are both the 
highest in their respective sectors within VaLUENTiS’ database. Our 
Corporate team score is the highest they have ever seen. 

In North America, nearly 91% of employees say they enjoy working 
for National Express, leading the CEO of the independent company 
who runs our survey, TNS Employee Insights, to comment: “National 
Express continues to demonstrate exceptional performance when it 
comes to employee satisfaction and engagement.” 

We have recently announced that we will become a Living Wage 
employer in the UK, the first private transport group to do so. We 
have also committed to paying at least 10% above the national 
minimum wage in any country where we operate. In North America 
we have already committed to a minimum wage of $9 an hour from 
2016, well above the Federal Minimum Wage of $7.25. These 
commitments are a measure of our determination to fairly reward our 
hard-working staff for the jobs they do.

Customer
Our five Customer Golden Rules set out the standard we expect all 
employees to follow. In the last year we have had some notable 
achievements. A particular highlight in the UK is our coach business 
being named the country’s ‘most trusted ground transportation 
company’ by the Institute of Customer Service.

More widely, our focus on the customer is also evident in our 
satisfaction scores, where most of our operations are leaders in their 
markets. North American School Bus, for example, retained 97% of 
its contracts during 2014, significantly ahead of its peers. Over 93% 
of customers would also recommend us to other school boards, 
with quality of service, safety and value being the key considerations.

Community
Amongst the significant work we do in the community, we were the 
first UK transport company to launch a charitable Foundation in the 
UK and the first company to sign the Government’s Corporate 
Military Covenant. These commitments have been praised by Ed 
Miliband and David Cameron, respectively. 

Through activities such the Giving Foundation, our Adopt a School 
programme and bus donations, our North American business is 
equally proactive in the communities it serves. We are delighted to 
receive many commendations for this work, including from Steve 
Davis, Director Business Operations for Blue Valley School District: 
“Durham’s attention to detail, customer-oriented approach, and 
willingness to go above and beyond the call of duty has helped 
to bring Blue Valley’s mission of ‘Education Beyond Expectations’ 
to life.”

Excellence
All of this is underpinned by a commitment to our fifth value, 
launched during 2014 – Excellence. It is increasingly clear that this is 
what our customers demand of us and it is the credential that has 
helped us win business in new markets recently.

In North America, for example, our $400 million new vehicle 
investment programme since 2011, additional staff training, 
recruitment of master technicians and extended internal inspections 
and audits to complement the state and federal regimes 
demonstrates our commitment to continuous improvement.

In addition to achieving formal accreditation we are pleased to have 
gained external recognition during the year for a number of initiatives. 
Success included: UK Bus winning awards at both the National 
Transport Awards and UK Bus Awards for its work with Centro on 
Transforming Bus Travel in the West Midlands; our School Bus 
business picking up two Golden Merit Awards from the National 
School Transportation Association in the USA; and, SolTrans transit 
operation receiving the American Public Transportation Association 
Gold Award (the highest level achievable) for Excellence in Safety 
and Security.
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4. Response to detailed allegations
a. The Trade Union Group report’s conclusions
National Express’ Workplace Rights Policy protects the right of all 
employees to choose to join or not to join a union in a free and fair 
election.3 

We recognize 16 unions in North America. In the last 6 years, union 
membership has increased from 18% to 34%. This compares to a 
private sector average of 6.6% in the US.4 

Every year National Express conducts an independently-run 
employee survey in North America. In 2014 nearly 14,000 
employees responded, a response rate of 57%, itself an increase 
from 2013’s 50%.

In compiling the Trade Union Group report, the authors spoke to 13 
employees (0.05% of National Express’ North American workforce).

The evidence from our independently-run employee survey shows 
that the vast majority of respondents to do not agree with the main 
conclusions made in the Trade Union Group’s report:

Charge5 Employee survey result Change vs 2013

“[A] systemic anti-union bias has led to the 
denial and violation of school bus workers 
right to Freedom of Association.”

86.5% agreed: ‘My company respects my right to 
associate with whom I choose and my right to hold 
and express opinions.’

+2.5% 

89.9% agreed: ‘My supervisor treats me  
with respect.’

New question

“This bias divides the workforce, harms morale 
and destroys necessary communication lines 
between management, workers and their trade 
union.”

90.8% of employees said they enjoyed working 
for National Express.

+1.5%

84.4% agreed: ‘I would recommend my company 
as a good place to work.’ 

+2.2%

84.9% agreed: ‘I get to talk to my manager as 
often as I need’

+1.7%

81.5% agreed: ‘There are channels through 
which I can express my views’

+2.4%

77.2% agreed ‘When I bring an issue to my 
manager’s attention or a workplace issue arises, 
it is addressed in a timely manner’

+2.2%

81.6% agreed: ‘My company conducts itself with 
honesty and integrity’

New question

3 http://www.nationalexpressgroup.com/our-way/policies/
workplace-rights-policy/ 
4 http://www.bls.gov/news.release/union2.nr0.htm 
5 These quotes are taken from paragraphs ‘a’ and ‘b’ of the ‘1 
Conclusions’ section of ‘Conclusions and Recommendations”

Of our results, the Chief Executive of TNS Employee Insights, the 
independent company that conducts our employee survey said: 
“Each year, we conduct surveys for more than 125 companies in at 
least 10 different industries, including transportation. National 
Express continues to demonstrate exceptional performance when it 
comes to employee satisfaction and engagement. In the past 
several years, 90% or more of the company’s employees have 
responded favourably to the statements ‘I enjoy working for my 
company’ and ‘I understand how the work I do contributes to the 

overall goals of the company.’ Furthermore, in its most recent 2014 
employee satisfaction survey, National Express showed 
improvement on virtually every question. One of the greatest 
improvements year on year was in the number of employees who 
believe that people who perform well are appropriately recognised. 
National Express scores almost 10% above similar companies that 
we survey on this question, which speaks not only to the high level of 
satisfaction among employees, but also to the commitment National 
Express makes to employee engagement” (emphasis added).

Paragraph c of the Trade Union Group report’s conclusions states: 
“There is growing competition in the privatized student 
transportation market and National Express risks losing market 
share because of their reputation.” 
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The evidence again suggests this assertion is not true. The 
Teamsters’ Corporate Campaign has been running for over 5 years, 
yet the facts challenge the assertion made in this conclusion. Since 
2010, National Express has:

• Grown its share of the contracted market from 10% to 12%
• Expanded the number of routes it operates by 24%
• Increased the number of buses it operates by 21%
• Doubled the profitability of its North American operations

In 2014 National Express retained over 97% of its contracts in 2014 
(compared to c.90% at FirstGroup). 93% of customers last year said 
they would recommend us to others.

The Trade Union Group’s report authors visited both Charleston and 
Memphis on their trip – i.e. only 2 out of our 225 locations. Both of 
these locations are covered under Collective Bargaining Agreements 
negotiated within the past two years. The agreement in Memphis 
was ratified by employees in August, 2014 and runs through to 2019. 
The agreement in Charleston was ratified by employees in March, 
2013 and runs through to 2017. Customers from both areas have 
provided the following statements about our service.

Curtis Norman, Director of Transportation, Charleston County 
School District, said: “Charleston County Schools are very pleased 
to continue our partnership with Durham School Services. For more 
than five years Durham’s local, regional and corporate teams have 
been partners in the truest sense as they help us to develop 
transportation solutions in a timely manner and proactively work to 
engage in the Charleston community. Concerning the claims raised 
against Durham regarding the unsafe condition of vehicles, we 
conclude that the allegations have little to no merit and are confident 
that Durham will continue to do right by their passengers, 
employees, and the broader Charleston community. South Carolina 
is the only state that provides school districts buses, which the state 
maintains, fuels, and completes self-inspections on more than 300 
buses that average more than twenty years. While our 126 Durham 
buses have a breakdown rate of less than 1%, the state has 
averaged more than 22%. Durham finds creative and efficient 
means to get our 48,000 students to and from school in a safe 
manner. I truly feel they are partners who are after the same goals as 
the district. The Durham staff, from Mr. David Duke to Durham’s local 
representatives, has been responsive to every need and request in 
the most positive and congenial manner. I cannot ask for a better 
service provider!” (emphasis added).

In addition, the Teamsters campaigned in Charleston to try and 
prevent the school board from renewing our contract. After 
reviewing the facts, the Charleston School Board awarded National 
Express a 5 year contract by a significant vote of 8-1 at the end of 
March this year.

Scott McCormick, Shelby County Schools Board of Education, said: 
“Durham has a great responsibility in this community to transport 
our children to and from school and we appreciate the efforts that 
Durham is making. In recent months, some people have expressed 
concerns about Durham, but as a member of the Shelby County 
School Board, their customer, I know they are putting safety at the 
forefront and investing in their employees. Over the course of the last 
year Durham has opened a recruitment center, increased the 
frequency of driver drug screenings and motor vehicle record 
reviews and spends approximately $4,000 - $6,000 on each driver 
to ensure that they are properly trained, which exceeds federal and 
state requirements. Durham’s commitment to Shelby County also 
includes giving back to the community with more than $650,000 in 
charitable contributions to support programs that benefit our 
children in Shelby County. The time and money that they have spent 
on safety, their employees and in the community assures me that 
they are a true working partner” (emphasis added).6 

We have also recently received a letter from the South Carolina 
Attorney General, responding to the visit by the Trade Union Group 
report’s authors. A full copy is in the at the front of this document. 
In the letter the Attorney General says: “While I appreciate the 
interest of elected colleagues from overseas wanting to visit our 
state, I believe they may have been misled or misinformed as to 
facts on the ground.”

6 Other customer testimonies are included at the end of the document
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b. The Trade Union Group report’s introduction
The opening ‘background’ section of the Trade Union Group’s report makes a number of claims and allegations about our performance as 
an employer and adherence to the Freedom of Association. It also compliments FirstGroup’s approach. Other sections include specific 
allegations relating to individual union elections where we are charged with acting incorrectly. The specific allegations are set out and 
responded to below.  

Allegation Response

First Student Inc. (First Student), FirstGroup’s US subsidiary, 
adopted what we believe is a progressive freedom of association 
policy and in our opinion now enjoys positive workplace relations 
with its workers and their trade unions.

In the 6 years before FirstGroup pledged neutrality with the 
Teamsters, 167 ULP7 charges were filed against that company. 
In the 9 years since, the number is 1,272 or over 7 times as many. 
This compares to the 284 ULPs which have been filed against 
Durham School Services over the same nine year period.

Further, in the last 15 months alone, First have received over 
180 ULPs.

Durham continues to deploy an anti-union stance by taking 
advantage of and often breaking weak federal laws that do not 
provide protection for the freedom of association and contravene 
international law.

National Express protects the Freedom of Association right of all 
employees to choose to join or not to join a union. We recognize 
16 unions in North America and in the last 6 years our unionization 
rate has increased from 18% to 34% (compared to a US private 
sector average of 6.6%).

Durham acts within the laws of the United States and does not 
contravene international law. Under existing US labour law, Durham 
responds to questions and educates its employees of their rights 
under the National Labor Relations Act (NLRA) so that they can 
make a fully informed decision regarding with whom they choose 
to associate.

Since 2001, over 354 “Unfair Labour Practices charges” have 
been filed against Durham. The National Labor Relations Board, 
the federal agency tasked with investigating labour rights 
violations, has itself issued 65 formal complaints against Durham.

The factual position:

• Since 2001, Durham School Services has had 388 ULPs filed against 
it by the Teamsters.

• The vast majority have been rejected. 
• Over the same period, around 14,000 ULPs have been filed against 

the Teamsters by their own members.

A comparison to FirstGroup suggests that a neutrality agreement 
has not led to positive relations as measured by ULPs:

• In the six years before FirstGroup pledged neutrality with the 
Teamsters, 167 ULP charges were filed against that company.

• In the nine years since, the number is 1,272, over seven times as many. 
• This compares to the 284 ULPs which have been filed against Durham 

School Services over the same nine year period.

Durham has challenged each of these charges and complaints. The ULP process is predicated on the legal right – enshrined in 
US labour law – of every employer to challenge allegations made 
against them.

ULPs are often without merit. For example, in 2014, the Teamsters 
filed 42 ULP charges against Durham School Services. Only six of 
these have so far been deemed worthy of further examination.

These Unfair Labour Practice charges refer to allegations by or 
on behalf of Durham workers for employer violations of the 
National Labour Relations Act.

As indicated above, ULPs charges are merely allegations and often 
without merit. The vast majority of ULPs have been rejected during 
the first stage of the review process. 

7 ULP refers to ‘Unfair Labor Practice’. These are complaints that are frequently levelled without any evidence provided; they are only 
subsequently investigated. We do not believe they are therefore a helpful measure but they are often cited by the Teamsters – and used in 
this report – to make a case against the company, so we use them here illustratively
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Allegation Response

Freedom of association, the right of workers to join and form 
trade unions in order to collectively represent their interests, is a 
human right as stated in the Universal Declaration of Human 
Rights. It is enshrined in international labour standards drawn up 
by the International Labour Organization (ILO). The Organisation 
for Economic Cooperation and Development’s Guidelines for 
Multinational Enterprises also sets out the expectations of 
governments on responsible business conduct across supply 
chains, including freedom of association. In particular, they 
require companies to honour these principles to the fullest extent 
possible which does not place them in violation of domestic law.

National Express’ Workplace Rights Policy protects the Freedom of 
Association right of all employees to choose whom they do and do 
not associate with.

Our 2014 independently-run employee survey with nearly 14,000 
responses showed that 86.5% of respondents agreed the company 
protected their ‘right to associate with who I choose and my right to 
hold and express opinions.’

Our policy8 is based on, and is in some cases copied from, Articles 
19 and 20 of the UN Declaration of Human Rights which is a source 
document for the fundamental rights that are merely restated in the 
ILO conventions. Further, we always act in accordance with the 
relevant section of the National Labor Relations Act US which covers 
Freedom of Association: “Employees shall have the right to self-
organization, to form, join, or assist labor organizations, to bargain 
collectively through representatives of their own choosing, and to 
engage in other concerted activities for the purpose of collective 
bargaining or other mutual aid or protection, and shall also have the 
right to refrain from any or all of such activities except to the extent 
that such right may be affected by an agreement requiring 
membership in a labor organization as a condition of employment 
as authorized in section 8(a)(3) section 158(a)(3) of this title”, section 
7.29 u.s.c.(157).

From our investigations, it became clear to us that NEX has failed 
to conduct responsible business in the United States by 
Durham’s vicious anti-union program. Indeed, we do not believe 
that NEX has lived up to its statement made to Parliament’s Joint 
Committee on Human Rights that it has “adopted policies to 
ensure full compliance with labour laws throughout its 
operations”.

In our 2009 memorandum to Parliament’s Joint Committee on 
Human Rights (itself following a visit by parliamentarians on the 
committee), we said: “National Express has adopted policies to 
ensure full compliance with labour laws throughout all of our 
operations, both in the United Kingdom and the United States and 
Canada. Additionally, the Company has dedicated staff to ensure 
compliance with these policies across all our operations.“9 

This statement remains true today. The “investigations” referred to 
were made at 2 of our 240 North American operations. The 
percentage of unionized employees across our 240 locations has 
increased from 18% to 34% in the past six years. We do not believe 
this fact is consistent with the alleged anti-union programme.

In our opinion, NEX’s U.S. subsidiary has broken its human rights 
commitments and left its workers in a deeply vulnerable situation.

As the introduction made clear, in contrast to the 13 employees 
spoken to for the report, our independently-run employee survey 
with 14,000 responses suggests our employees do not share this 
view:

• 86.5% agreed: ‘My company respects my right to associate with 
whom I choose and my right to hold and express opinions.’

• 90.8% of employees said they enjoyed working for National Express.
• 84.4% agreed: ‘I would recommend my company as a good place 

to work.’ 

This follows one worker’s testimony that Durham tried to cut her 
working hours after speaking out against the company’s 
practices at the NEX Annual General Meeting in London in 2013.

The hours the employee referred to were not reduced due to 
her statements. 

They were reduced as she was covering additional work which was 
the result of a driving vacancy. Once that vacancy was filled there 
was no need for her to be working the extra hours. 

The union contested this issue with the NLRB and the union 
withdrew their allegations under threat of dismissal by the NLRB.

A worker from Santa Rosa County, Florida gave us a detailed 
account of their struggle to gain trade union recognition despite 
an overwhelming majority of workers voting to join the Teamsters. 
Since the election in February 2013, Durham has refused to 
recognize the result and negotiate with the union. Durham has 
adopted this position despite the NLRB ordering the certification 
of the election and its regional and national offices dismissing 
Durham’s objections. Rather than recognising the result and 
respecting the NLRB’s bargaining order, Durham is now 
appealing to a federal court on what we believe to be a 
technicality in order to drag out the recognition process for 
a considerable period of time.

National Express has challenged the election process in Santa Rosa. 
The “technicality” referred to in the Trade Union Group’s report was 
the removal of the ballot box from the voting booth and it being taken 
outside to a car. We believe we have no other choice but to 
challenge the election process when we believe such a significant 
violation occurs. We have repeatedly offered to re-run the election at 
any time, but the Teamsters have refused the offer.

We are appealing an NLRB’s decision in court for two principal 
reasons. First, because we believe such a fundamental breach of 
electoral practice cannot go un-challenged. Second, the NLRB 
upheld a similar challenge from the Teamsters in Baltimore, Maryland 
in 2013. With similar circumstances resulting in a different decision 
by the NLRB, we believe we are right to follow the long established 
legal recourse. 

8 http://www.nationalexpressgroup.com/our-way/policies/workplace-rights-policy/ 
9 http://www.publications.parliament.uk/pa/jt200910/jtselect/jtrights/5/5we83.htm



11

Allegation Response

A driver from Albuquerque, New Mexico spoke of Durham’s 
practices during their organizing campaign that involved an 
abusive and hostile anti-union campaign aimed in his opinion, at 
the yard’s most vulnerable workers—including threatening some 
workers with the loss of public assistance if the union won.

This refers to an election that took place in 2012 in which a majority 
of local employees chose not to join the union. 

The Teamsters lodged post-election objections along the lines of the 
claims made in the report. The NLRB ruled that these allegations 
were unfounded and they were therefore dismissed.

A driver/shop steward from a unionised yard in Dorchester 
County, SC told us that they endured “hard times” before the 
union was recognised. Workers had come up against a hostile 
anti-union campaign that included the frequent distribution of 
misleading antiunion literature and an attempt by the yard 
manager to run over the union organizer in his vehicle.

The Teamsters also filed these allegations with the NLRB in May of 
2012. The NLRB dismissed these allegations.

We were also told by union officials that when Durham took of 
the work at the Charleston yard from the prior contractor, the 
company delayed and effectively prevented the first collective 
agreement from being finalised for over six months.

There is no set time allowed to finalise a collective agreement. If there 
are multiple issues to work through between the parties the final 
resulting contract can take many months under US labour law to be 
completed. 

c. Safety allegations
Safety is our Group priority. We have adapted the rail industry’s Fatalities and Weighted Injuries (FWI) measure as our key safety metric, as it 
is widely regarded as the best in the transport sector. Our independent safety consultants AD Little have verified that our FWI result has 
improved by 54% since 2011.

After the visits by the Trade Union Group’s report’s authors, National Express asked our independent safety company AD Little to review 
local safety practices, process and systems in light of the accusations made. This is common practice – we use independent checks 
regularly as part of our own audit and assurance process. The review, conducted in March, concluded:

“This independent review of the effectiveness of safety management in Shelby County and Charleston school bus operations makes the 
following overall conclusions:

• There is evidently strong leadership of safety from the Group CEO down, and good GMs are managing operations locally. 
• NEC (National Express) standards for driver training and vehicle maintenance exceed those mandated by the state/DoT.
• There are systems and processes in place to deliver safe operations; where issues are evident these had already in the significant 

majority of cases been identified by NEC from effective and robust review and audit, and plans were in place to address them. 
• In particular, effort has been put into building competence and resource to manage safety locally – and more is planned.
• NEC is in the process of further upgrading its driver training programme across NA (which is being piloted in Shelby County) and over 

time this is expected to further strengthen safe driving in all locations.
• The review finds no evidence that unsafe vehicles have been put in service.”10 

We are continuously looking at ways to improve our safety performance. In recent years in North America, we have:

• Rolled out a new comprehensive training programme (STAR Training).
• Focused on improving the skill sets of our trainers with new, hands-on training programmes aimed to increase training effectiveness. 
• Put all senior safety managers through the ISHM safety qualification certification programme.
• Invested in new technology to improve quality of driver evaluations.
• Improved the delivery of our programme of Safety Briefings to all employees.
• Implemented “Daily Safety Messages” – to keep the safety agenda live on a daily basis.
• In 2014 we spent $32 million on maintenance and $21.5 million on safety measures.

Our North American school bus drivers are some of the most thoroughly screened and trained motorists on the road. Our hiring and training 
process includes:

1- Application for Driver position

2- Employee Safety Inventory (safety aptitude test) 

3- Interview with site manager 

4- DoT Physical completion

5- Drug & Alcohol Testing completion

6- CDL (Commercial Drivers’ Licence) Classroom (20 hours, 1 week) completion

7- CDL Temporary Permit completion

8- Finger prints check for FBI background check completion

9- State background check and/or National Express third party background check completion

10- Behind The Wheel training (minimum 20 hours to 30 hours)

11- “S” and “P”-Endorsement Completed (Test for initial, then annually by state code)

12- Skills Test completion and permanent CDL Licences received from State Department of Motor Vehicles

13-  Driver attends 18-22 hours of STAR Training (Defensive driving, Mirror Grid, Child Check, Zonar Use, Pre-trip/ Post-trip Inspections, 
Special Needs, DoT qualifications, OSHA safety, Whistle Blower Protection, Hours of Service/ Logbooks, etc.)

14- Prior to being placed on a bus to observe live routes being run, the driver undergoes the BTW (Behind the Wheel) skills evaluation

Finally, and in addition to the steps identified above prior to being assigned a route at the beginning of school year, all drivers conduct a 
dry-run of their route at least once prior to school start-up with route risk assessments being conducted during this time as well. They are 
given 4-6 hours of Driver Safety Training as prescribed by National Express at the start of each school year. Throughout the school year, all 

10 AD Little (2015) ‘Effectiveness of Safety Management in Shelby County and Charleston School Bus Operations: independent review’
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11 AD Little (2015) ‘Effectiveness of Safety Management in Shelby County and Charleston School Bus Operations: independent review’

drivers are provided Monthly Driver Safety Meeting training of at least 1-hour in duration; make-up sessions are conducted as needed. 
These meetings are mandatory attendance and drivers are paid for attendance.

We have a rigorous safety maintenance inspection, supervision and audit process. Our buses are inspected daily by drivers, weekly by 
supervisors, monthly by mechanics and at least annually by most state authorities. We have a systematic approach to maintenance that 
relies on participation at many levels of our workforce to ensure safe operation of our buses. 

Our preventive maintenance (PM) inspection process involves checking all systems that pertain to the interior of the bus for safe operation 
by the driver and passenger safety. On the exterior, we inspect all aspects pertaining to lighting and to rust. Underneath the vehicle we 
ensure the tyres, brakes, suspension and steering systems all meet safe operating criteria. Under the engine hood we ensure that all 
components, from fluid levels to belt condition to battery condition, are all up to the standard to provide a reliable and safe operation 
of the vehicle. 

Each bus is scheduled for regular PM inspections according to miles traveled or days operated. Schedules depend on the type of 
operation, service provided and state regulations. Our computerized system tracks PM schedules, provides alerts when a maintenance 
inspection is due, and contains listings of other required adjustments and services performed per manufacturers’ recommendations, e.g., 
brakes, tyres, steering, suspension, drive train, electrical systems and all ancillary equipment on each bus.

PM inspections are based upon state DoT mandated schedules and/or our minimum guidelines and are recorded on a multi-point checklist 
that includes all vehicle components and systems. A second, more extensive PM inspection is conducted every 12 months. 

Allegation Response

Many drivers told us that they were consistently asked to drive 
without functional headlights and brake lights.

As well as the rigorous checking, supervisory and audit process set 
out above, it is a US legal requirement that all drivers check their 
vehicle every day and report any issues. We tell our drivers not to 
move their vehicles if they have safety concerns. Drivers have a legal 
protection guaranteeing their right to raise any safety concerns.

Drivers perform a paid pre-trip inspection every time they take their 
bus out of the lot for a route. They are required to document any 
operational deficiencies on their pre-trip inspection form for 
maintenance to address. Drivers have the authority to pull a bus 
from service if a serious safety issue is identified. 

If a bus has an issue during a route, the driver can identify the 
maintenance issues on a post-trip inspection form as well.

Indeed, our recent independent safety review concluded: “Our 
[AD Little] visit in March 2015 found no evidence that buses were 
entering service with faults that could jeopardise safety.”11

Others reported driving buses with faulty Anti-lock
Brake Systems, balding tyres and broken windows.
When drivers detect these deficiencies, they are often told 
to continue driving and report any issues when they return 
to their yards.

As part of our rigorous checking, supervisory and audit process set 
out above, we use an independent company to do our tyre checks.

It is a US legal requirement that all drivers check their vehicle every 
day and report any issues. We tell our drivers not to move their 
vehicles if they have safety concerns. Drivers have a legal protection 
guaranteeing their right to raise any safety concerns. We also have 
a confidential whistleblowers hotline where any claims are 
independently investigated.

A Charleston driver said that the company’s philosophy was 
“until it squeaks, don’t fix it”. She also went on to say that 
“supervisors think they are mechanics and tell us to wiggle 
some wires and things will be fine”.

As well as the rigorous checking, supervisory and audit process set 
out above, it is a US legal requirement that all drivers check their 
vehicle every day and report any issues. We tell our drivers not to 
move their vehicles if they have safety concerns. Drivers have a legal 
protection guaranteeing their right to raise any safety concerns. We 
also have a confidential whistleblowers hotline where any claims are 
independently investigated. All employees receive whistleblowers 
protection training. During 2014, our Hotline received 149 calls of 
which 6 were classed as ‘safety Issues’.

In addition to the pre-trip inspection regime set out above, 
our Charleston maintenance operations recently received a 
commendation from the South Carolina Department of Public 
Safety following a recent inspection. The inspector said: “I believe 
passenger carrying vehicles are some of the most important 
inspections that I can do as an officer. Thanks for working with 
us to keep these children safe.”

There have been incidents involving buses catching fire and 
drivers having to shepherd students to safety.

We are not aware of a National Express owned and maintained bus 
catching fire in Charleston.

Nonetheless our drivers are trained on the safe evacuation of their 
students.
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Allegation Response

We were told that there have been a staggering 42 accidents 
involving Durham buses in the 2014-15 school year alone. Most 
of these accidents involved newly-hired drivers who have 
received what we believed to be insufficient training. Drivers 
report that training hours have been greatly reduced since the 
merger of the two school systems. Not even basic CPR training 
is given to drivers.

We have acknowledged there were some challenges at the 
beginning of the school year when we assumed the larger, previously 
district-run contract. As our independent safety audit pointed out, we 
were quick to identify the challenges and put remedies in place 
through our standard safety systems: “NEC were aware that start up 
would be a challenge, and there is strong evidence that they have 
monitored standards and safety performance in the period since 
start up as a basis for planning further improvements.”12

Further, our local customer has commended the work we have done. 
Scott McCormick, Shelby County Schools Board of Education, said: 
“ […] Over the course of the last year Durham has opened a 
recruitment center, increased the frequency of driver drug screenings 
and motor vehicle record reviews and spends approximately $4,000 
- $6,000 on each driver to ensure that they are properly trained, 
which exceeds federal and state requirements. […] The time and 
money that they have spent on safety, their employees and in the 
community assures me that they are a true working partner.”

As we heard in the community forum and read from press 
clips we find Durham’s service and accident rates abysmal. 
According to press reports, Parent groups are up in arms 
and Durham’s missteps could affect its ability to retain work 
in this and other areas.

Since we have started running the additional services our relative 
accident rate has declined. Each school day in Shelby County, our 
730 buses drive over 54,000 miles. Our operations grew significantly 
in a very short period of time just prior to the recent school year. As a 
result of this growth, while our bus count has tripled in size, the 
number of accidents incurred only doubled. Since taking over the 
operation in Memphis, and as a result of implementing NELLC 
policies and practices we have reduced total accident frequency by 
almost 20% and preventable accident frequency by over 20%. 

Our customer, Scott McCormick’s quote above also demonstrates 
the strides we have taken.

12 AD Little (2015) ‘Effectiveness of Safety Management in Shelby County and Charleston School Bus Operations: independent review’

d. Employment and respect allegations
Our employees are our greatest asset and our People Value seeks ‘to develop the talents, reward the exceptional performance and respect 
the rights of all our employees.’

Treating workers with respect and providing appropriate training and support are central to how we operate as a business.

We recognize and celebrate our employees in many different ways during the year. The umbrella programme for all of these activities is 
called the Enjoy the Ride Program, as we strive to sustain a culture and environment in which our employees enjoy working. Employees 
are recognized through:

• Local employee of the month celebrations (titled Going the Extra Mile)
• Personal safety performance achievement
• Regional safety competitions
• Corporate values awards

Every location hosts a regular social event to encourage camaraderie and as a way for the company to thank employees for a job well done. 
Each year we spend over one million dollars on these social events.

We invest to make employee break rooms as comfortable and functional as possible and are currently installing Wi-Fi in break rooms 
for staff use. Employees are eligible for bonus opportunities in the areas of safety, attendance and charter work.

Last year we launched the National Express Giving Foundation to further support our employees and their families through scholarships 
and hardship grants. The John A. Elliott scholarship is a $10,000 scholarship made available to a dependent of our employees. Almost 
a dozen other scholarships valued at $2,500 each are reserved for our employees. 

Our independently-run North American employee survey, with 14,000 responses showed:

• Nearly 91% of employees enjoyed working at National Express, up nearly 2% on 2013
• 84% thought National Express was a good place to work, up 2% on 2013
• 89.9% agreed that ‘My supervisor treats me with respect.’

We have already announced a new $9 minimum wage across North America; and our average driver’s wage is $15.70, more than twice 
the Federal Minimum Wage.
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These results challenge the claims made in the Trade Union Group’s report. 

Allegation Response

One worker said that minor problems are “escalated to the 
top quickly” when instead they could be dealt with by a yard 
manager. It was interesting to note that this was also an issue 
at unionised yards. A driver from Charleston said that 
problems only get resolved when a full-time union official 
is asked to intervene.

In unionized locations the relationship between Durham and the 
union is governed by a collective bargaining agreement. That 
agreement, which was negotiated in good faith between the 
parties, dictates how problem solving is to take place.

In many instances, the issues get elevated to more senior management 
as a result of the provisions within the collective agreement.

We learnt that it was company policy for drivers not to engage 
with the students’ parents either verbally or through social media. 
This is the main reason why parents do not know about the 
problems drivers or their children face on school buses. Also, 
workers fear that management inspects footage from bus 
cameras to ensure that drivers do not speak to parents.

Durham allows general conversation between its drivers and parents.

Many of Durham’s buses, as well as its competitors, have on-board 
cameras to protect employees from any false allegations.

Further, the school districts we serve often discourage and even 
mandate against driver-parent interaction beyond exchanging 
pleasantries or answering basic questions about the day or 
schedule. In addition, we encourage parents to call our CSCs with 
issues to avoid distracting the driver during route and impacting the 
timely completion of a route.

We also heard reports about a termination hearing where a driver 
was sacked for taking too many sick days when she had a 
genuine illness that impeded her from working safely.

National Express, like many employers in the US, provides an 
attendance policy that allows an employee so many days per year 
to be away from work for illness related issues.

Those attendance policies also contain disciplinary consequences 
for excessive absenteeism. These attendance policies and the 
excessive absenteeism consequences are contained in many 
collective agreements between Durham and the unions at their 
organized locations.

We were struck by a worker’s statement that he was grateful that 
Durham allowed him time off to look after his sick wife when we 
strongly believe this to be standard practice for a decent 
employer.

This is a standard practice at Durham where we support an 
employee’s choice to care for a sick loved one. We offer a leave 
of absence policy where an employee can be excused from work 
for an extended period to care for a family member.

Another driver told us that she was terminated after she refused 
to “fire hire-pay drivers” and instead started to organise workers. 
She subsequently won her unfair dismissal.

We do not recognise this allegation as we did not have any ULPs 
filed for unfair dismissal during 2014. 

In one of the Charleston yards, drivers have to buy their own 
toilet paper as management does not provide any in the staff 
toilets.

We have never been made aware of an instance in which employees 
in Charleston had to buy their own toilet paper. We supply toilet 
paper and other necessary consumables for our employees at work. 
If employees spent their own money on toilet paper, the company 
would reimburse them. 

Unsurprisingly, we were told that there is an extremely high 
company-wide turnover rate, as high as 50% in some yards. One 
driver told us unequivocally that turnover was up due to poor 
management and low wages.

The school bus industry in the United States has inherently high 
turnover due to the part-time seasonal nature of the job. This is 
again, not something unique to National Express.

The improving economy is also seeing drivers utilise their valuable 
CDL license to secure other driving work or find other employment. 
Again, this is something that is being experienced across the 
industry.

However, despite an improving US economy, so far this year we have 
maintained our driver turnover across North America at an average 
of 27.5%, exactly flat on 2014.

We also understood that opportunities for promotion into 
management ranks were basically nonexistent.

This is simply untrue. 

Over the past two years we have averaged 106 part time employees 
per year being promoted to full time supervisory or management 
roles. 

A significant number of our General Managers started as drivers. 

We heard a number of workers tell us about broken air 
conditioning units on their buses. In Santa Rosa, students were 
“passing out” because of the heat one summer when 
temperatures reached 46c.

Neither Durham nor the school district was notified of any students 
“passing out” on the bus due to heat. In some cases where there is 
air conditioning on a bus, the continual opening and closing of the 
door can affect the cooling of the bus. This is not an issue solely 
affecting National Express.

In fact, in many cases the contract under which we operate does not 
expect or require the buses to have air conditioning.

In another example of occupational hazards at Durham, a driver 
was diagnosed with a respiratory disease “because the air on 
board was so foul”.

We have not been made aware of an employee being diagnosed with 
a respiratory disease as a direct result of a bus having foul air nor 
has there been an employee requiring a medical leave of absence to 
address such an issue. 
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Allegation Response

Workers also reported operating buses while holding sick notes 
from doctors for various conditions (including pneumonia) 
because of pressure from managers. Apparently it is common 
for supervisors to pressure workers to work when they are ill; 
even when they holding a valid doctor’s certificate citing 
unfitness to work.

Durham fully understands that employees may become ill from time 
to time requiring them to miss time from work. In such cases, we 
support their decision to not work as they may pose a safety risk. Our 
attendance policy, which is part of our employee handbook, provides 
adequately for these limited cases. Furthermore, we appropriately 
plan for these absences as our recruiting plans include sufficient 
spare personnel to cover such unexpected absences. 

One worker said that he felt those who “bring violations to the 
forefront are not protected”. This statement prompted another 
worker to say that all she asked from the company was respect.

Our independently-run 2014 employee survey asked questions on 
this issue directly: 

‘My supervisor treats me with respect’

• 89.9% across the company agreed.
• 96.9% in Charleston agreed.

‘There are channels through which I can express my views’

• 81.5% across the company agreed (up 2.4% on 2013).
• 89.9% in Charleston agreed (up 1.4% on 2013).

On the wage front nationwide, non-unionised Durham drivers 
can earn as little as $12 an hour. These low wages effectively 
make the health insurance Durham offers at a significant cost to 
the employees unaffordable.

The U.S. Federal Minimum Wage is $7.25. The average hourly rate of 
a Durham driver is $15.70, more than two times the minimum wage. 

Under the Affordable Care Act (ACA), an employer must provide 
essential medical coverage to be compliant with the ACA. Durham’s 
medical insurance for its drivers is ACA compliant. If an employee 
feels that for their own personal situation that Durham’s medical 
insurance is either too costly or does not provide sufficient coverage, 
the employee can obtain medical insurance on the State or Federal 
Government Insurance Exchanges. If an employee then qualifies for 
the State or Federal subsidy for that chosen medical coverage, 
Durham pays the State/Federal penalty. 

Teamsters officials also revealed to us the multiple ways in which 
Durham engages in wage theft. For example, drivers in Memphis 
reported not being paid for waiting to pick up students from 
school trips and outings. They aren’t even paid for conducting 
compulsory pre-drive bus inspections.

In Memphis for the past 2 years, National Express has tried to 
implement technological solutions for employee time keeping. We 
believe the Teamsters actively encouraged employees not to use the 
technology for pay recording purposes so to as to perpetuate pay 
discrepancies.

It appeared to us that it was only when the Teamsters were advised 
of possible litigation to compel compliance did they support the use 
of the time keeping technology. Since the technology has been in 
use there have been minimal pay errors. 

Durham’s wage theft issues are not just confined to Memphis. 
The company negotiated back pay settlements amounting to 
approximately $7 million in the state of California and $1.25 
million in Baltimore, Maryland.

Our policy is to pay employees for all hours worked and in 
compliance with all applicable laws, including any overtime or other 
premium pay requirements. 

Notwithstanding company policy, occasional mistakes inevitably 
occur. We provide employees with multiple channels to report payroll 
errors to the company. When discrepancies are found, we seek to 
quickly resolve them.

In 2011, we developed and implemented an electronic timekeeping 
system to capture employee working times. We recently enhanced 
this system to provide employees with an easier way to record their 
actual working hours by using “swipe” technology, which eliminates 
the need for manual time entries which are more susceptible to 
human error. The new enhancements will be rolled out to all sites we 
own by the end of 2015, with 70 already completed.

In the US, the number of federal wage and hour class action lawsuits 
filed annually against employers has increased 33% in the last five 
years and 330% in the last 15 years. No industry is immune from 
suit, but retailers, restaurants and others with large part-time 
workforces are often targeted.
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e. Working conditions and training allegations
We have invested $13.5 million as part of an on-going programme to improve training, work sites and working conditions in 2014. 

This has led to improvements, such as:

• Driver and monitor turnover reduced by 1.9% between 2013 and 2014 – a change of 236 less employees leaving us. 
• All core employee survey questions increased between 2013 to 2014. 
• Nearly 91% of employees agreed they “enjoy working for my company”, in our 2014 employee survey, up nearly 2% on 2013. 

An example of our upgraded training is our maintenance training programme, including expanding a Master Technician grade. We invested 
more than $1,000,000 for maintenance training in 2014 with similar resources planned for 2015. In 2014 we conducted over 300 training 
sessions and over 50,000 hours of technician training. We also developed an enhanced technician assessment in partnership with 
Universal Technical Institute (a leading provider of technical training in North America). This assessment was piloted across over 10% of our 
technician population and our scores were favorable to industry average. It will be rolled out company-wide in the next month and will 
provide us with the ability to target our training and assess the training being provided to our technicians. 

We are also further upgrading our general training programme so that there is a central system that will ultimately allow us to identify 
individual needs and tracks progress against them being addressed. The new ‘Taleo Learning Management System’ will allow us to 
distribute training curriculums by job title or any other grouping that we desire. 

As the recent independent AD Little report stated after visiting Charleston: “The State mandates a minimum of 10 hours of safety training 
per year; National Express at Charleston exceed this at 20 hours per year.”13 

As well as our increased spending on maintenance, we have invested nearly $400 million in new buses since 2011. Our employee survey 
results again demonstrate how well they are received by our staff:

• 89.4% agreed ‘I receive adequate training and development for my job’ (up 1.6% on 2013). 
• 82.6% agreed ‘I am satisfied with my working conditions’ (down 0.1% on 2013). 

Allegation Response

A driver from Albuquerque said that they received minimal 
training on dealing with “difficult children”, including those that 
bite other children.

Durham provides training on a wide range of operational issues, 
student management, safety, and maintenance topics. Special 
needs topics are also included for drivers serving special needs 
populations. This training is updated annually at the start of each 
school year and elements are refreshed at monthly safety meetings.

Many of these training requirements are required to be documented 
and reported to the local DoT office which provides accountability 
and oversight.

A driver from Santa Rosa said that they received no training on 
dealing with children with epilepsy having seizures.

This is not accurate. Even though the State of Florida does not 
mandate training for addressing the needs of medically fragile or 
special needs students, Durham provided Santa Rosa drivers and 
monitors with specific training during the 2014/2015 school year. 

Workers from Charleston and Santa Rosa also reported 
problems with mould and mildew on the buses.

Both Charleston (South Carolina) and Santa Rosa (Florida) operate in 
very humid sub-tropical conditions. From time to time there can be 
mildew on the interior of the buses. This is non-health threatening 
and easily cleaned during routine cleaning that drivers are paid to 
perform. 

Durham personnel and, at times, contracted service providers 
regularly clean the buses. They are swept daily by drivers, and 
cleaned more extensively as needed when reported by drivers and 
operations supervisors during their inspections. Buses are 
comprehensively inspected regularly by operations supervisors and 
are spot checked for cleanliness throughout the month by general 
managers and region managers.

Some buses were infested with red ants, cockroaches and 
spiders causing drivers to get rashes. The workers themselves 
had to purchase repellent and bomb the buses in their down 
time and were not reimbursed.

It is not uncommon for buses in the southern U.S. to have insect 
challenges due to the sub-tropical climate. When discovered, we 
address immediately. 

The claim that workers had to pay for treatment has never been 
made to us before. Again, they would have been reimbursed for any 
purchases they made.

Another common problem experienced by workers was leaking 
buses. One driver told us about how she has to bring in a shower 
curtain on rainy days to protect the switches on her dashboard. 
Another driver said that when it rains her entire lap gets wet and 
management once advised her to wear a raincoat on board.

Thomas Built Buses, the manufacturer of the buses referenced, 
acknowledges a flaw in the bus design that could lead to leaks. The 
manufacturer is addressing this issue across North America due to a 
faulty design issue with its C2 bus model. 

We also heard about an incident where a bus full of students on 
a school trip had to be brought back to the yard because of a 
cockroach infestation. The children’s lunch boxes had to be 
removed from the bus and rid of cockroaches immediately.

Two years ago we did have an insect infestation near the Azalea 
lot, which we do not own. All buses were immediately treated and 
received two follow-up treatments. There have been no reported 
issues since. 

13 AD Little (2015) ‘Effectiveness of Safety Management in Shelby County and Charleston School Bus Operations: independent review’
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f. Regulatory environment allegations
The US School Bus industry is heavily regulated, but we are determined to go above and beyond the minimum requirements. For example:

• The Department of Transport’s random roadside checks show that we beat the Federal minimum standard for vehicle maintenance by 
58 percentage points.

• During 2014 we ensured all US school buses have received at least one independent maintenance check on top of their regular service.
• National Express was the first US School bus company to have achieved the benchmark American National Standards Institute 

recognition for its safety processes. We have retained it following an independent audit.
• We are the only school bus company where all senior safety managers hold the ISHM safety qualification.

U.S. Members of Congress, Peter Roskam from Durham’s headquartered state of Illinois and Joe Wilson from South Carolina, addressed 
their concerns with the Trade Union Group report in a letter (included at the front of this report) stating: “We respectfully disagree with a 
number of the characterizations made […] Durham, like all companies operating in the U.S., is obliged, to follow in all respects, all applicable 
U.S. safety laws that provide student-passengers and the company’s workforce with safety protections.”14

As already set out about we have a rigorous safety checking, supervision and audit process. Our buses are inspected daily by drivers, 
weekly by supervisors, monthly by mechanics and at least annually by most state authorities. We have a systematic approach to 
maintenance that relies on participation at many levels of our workforce to ensure safe operation of our buses. 

Drivers conduct a thorough pre- and post-trip inspection every time they take their bus out of the lot. Technicians review all driver reported 
issues through logs created from daily pre- and post-trip inspections. All critical defects are addressed immediately and non-critical defects 
are flagged for repair with the next planned preventive maintenance cycle. During the scheduled preventative maintenance inspection 
interval, vehicles undergo inspection by trained technicians. Supervisors audit work completion. Once a year, an in-depth, detailed 
preventative maintenance is completed on buses. In addition to our systematic preventive maintenance programme, our buses are subject 
to state inspection. 

Allegation Response

We asked why the police and/or the Department of 
Transportation (DOT) were not impounding defective buses. The 
resounding answer was that there was a serious lack of 
enforcement. When the DOT does announce inspections, 
Durham apparently tries to “patch up buses by putting spare 
parts from other buses.” Despite that, the DOT has “shut down” 
(taken out of service) up to 15 buses for various deficiencies in 
Charleston.

The US School Bus industry is a very highly regulated industry. The 
South Carolina Attorney General said in a recent letter to us after 
hearing of the Trade Union Group report authors’ visit: “While there 
may be differences in regulatory practices between the U.K. and the 
U.S., I believe both countries, and certainly the State of South Carolina; 
have a strong commitment to the safety of our children.

Companies operating in our state and across the nation, including 
Durham, are required to follow all applicable federal, state, and local 
laws including stringent safety requirements.”14 

As the customer sets out in his own quote earlier in the document, 
the main issue in Charleston is that the State owns and maintains the 
majority (68%) of buses National Express operate and that the State 
buses are significantly older and more likely to breakdown than 
National Express’. 

In 2014, only one bus (out of 125) was removed from service for repairs 
following a state inspection. 

Drivers felt that more DOT inspections would be beneficial. 
However, they also stated that they were afraid to report 
problems directly to the DOT. Worryingly, drivers were also 
scared to report deficiencies to dispatchers and/or management 
for fear of being dismissed or having their hours reduced.

It is a US legal requirement that all drivers check their vehicle every 
day and report any issues. We tell our drivers not to move their 
vehicles if they have safety concerns. Drivers have a legal protection 
guaranteeing their right to raise any safety concerns. We also have 
a confidential whistleblowers hotline where any claims are 
independently investigated.

In addition to pre- and post-trip inspections being completed for 
every route, Charleston buses are inspected annually by the South 
Carolina Department of Public Safety.

68% of the buses in South Carolina are owned and maintained by 
the State.

We attended a community forum on school transportation 
hosted by South Carolina State Representatives Wendell Gilliard 
and David Mack on the evening of 16 February 2015. In our 
opening remarks to the forum, we emphasised the fact that 
school boards needed to be more active and explain why 
companies like Durham get awarded contracts despite being 
riddled with safety issues.

In awarding a new contract, it is the role of school board’s in the US 
to exercise both a fiduciary duty and also a responsibility to keep 
their students safe. 

In North America, National Express’ contract retention rate is over 
97%, with over 93% of customers saying they would recommend us.

The Teamsters campaigned in Charleston to try and prevent the 
school board from renewing our contract. After reviewing the facts, 
the Charleston School District awarded National Express a 5 year 
contract by a vote of 8-1. Of note, David Mack, one of the noted 
attendees of the school bus forum, voted in favor of National 
Express’ contract with Charleston County Schools after reviewing 
the facts. 

14 A copy is at the front of this document
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Allegation Response

Finally, we stressed our belief that companies operating defective 
buses be prosecuted in order to prevent an avoidable tragedy in 
the future.

Under the US Department of Transportation, the legal requirements 
for bus operation are such that regular inspection and compliance 
with statute are in place to prevent defective buses from being on the 
road. Durham’s operations in the U.S. are subject to extensive 
regulatory oversight by state-level Departments of Transportation.

Durham has an excellent compliance history with the Department of 
Transport in all the States where we operate.

A pastor from a local church expressed his disappointment to 
see that the same issues that were raised in a similar community 
forum two years ago were still unresolved. Dot Scott, President 
of the South Carolina NAACP chapter, said that she had had 
many conversations with the local school board about the issues 
being discussed to no avail.

This is directly challenged by the quote provided by Curtis Norman, 
Director of Transportation, Charleston County School District: “[…] 
Concerning the claims raised against Durham regarding the unsafe 
condition of vehicles, we conclude that the allegations have little to no 
merit and are confident that Durham will continue to do right by their 
passengers, employees, and the broader Charleston community[…]”

g. Allegations regarding relations with the Teamsters
The Teamsters are the largest of the 16 unions we recognize in North America.

The rate of unionization has increased from 18% to 34% over the last 6 years. The number of petitions to hold an election has declined from 
15 in 2012 to 3 in 2014. There were also 4 decertification petitions filed in 2014 (there was 1 in 2012).

We seek to work with any union our employees have chosen in a constructive manner. 

Allegation Response

We visited the Azalea Yard out of which Durham operates in the 
Charleston area on the morning of 17 February 2015. We visited 
the yard as drivers returned from their morning routes on a wet 
and windy day. We were greeted by the yard manager who 
initially welcomed us saying that we were allowed to walk around 
but not allowed to get on the buses. We were provided with high 
visibility jackets for the visit. However, after receiving a call from 
Durham’s corporate offices, the manager asked us to leave the 
yard immediately without notice. As a result, we were 
unfortunately not able to complete a full tour of the facilities or 
speak to drivers as we had intended.

The MPs did not schedule a tour, they were not given permission to 
walk around by the local management and they did not ask for any 
information from National Express regarding their “assessment”. 
Unplanned visitors on lots are not allowed as they can jeopardize 
the safety of operations. 

However, Durham is fighting the expansion of Teamster 
recognition to the additional five yards that serviced the former 
Shelby County School District. An unfair labour practice charge 
has been filed against Durham for failure to negotiate over those 
yards. Effectively, this amounts to a lengthy litigious process to 
define the bargaining unit when the company could simply 
choose to recognise Teamster jurisdiction over the relevant 
yards.

Durham is not fighting the expansion of the union’s representation. 
The Teamsters effectively requested National Express to voluntarily 
recognise the union as the exclusive representative of the employees 
in the locations that have not voted to join a union.

Consistent with our Workplace Rights Policy, we are protecting the 
right of our employees to choose to join or not to join a union through 
a free vote. If these employees subsequently choose to join a union 
after a free vote, we will of course respect that decision.

The ULP charge has been dismissed by the NLRB.

Indeed, workers who fall outside of the current bargaining unit 
that voluntarily pay union dues have been explicitly asked by the 
company to resign their union membership.

Our local and regional managers categorically deny the allegation 
they asked anyone to resign their union membership.

Durham is choosing a litigious, adversarial approach at a time 
when it should be focused on providing the best service under 
pretty difficult circumstances – attempting to service one the 
United State’s largest school districts.

National Express is protecting its employee’s right to choose to join 
or not to join a union. As Jan Hilliard’s question at last year’s AGM 
demonstrated, many employees believe passionately this is correct 
(a copy is included at the front of the document).

Scott McCormick, Shelby County Schools Board of Education, 
recently said: “Durham has a great responsibility in this community to 
transport our children to and from school and we appreciate the 
efforts that Durham is making. […] as a member of the Shelby 
County School Board, their customer, I know they are putting safety 
at the forefront and investing in their employees. […] The time and 
money that they have spent on safety, their employees and in the 
community assures me that they are a true working partner.”
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h. Other allegations
Other allegations were made that do not fit in to generic classifications. They have been grouped below. 

Allegation Response

In addition to problems with the buses themselves, major concerns 
were expressed regarding dangerous yard conditions, including 
large potholes and craters that get filled with rainwater. In one yard 
in Charleston, five drivers suffered ankle injuries as a result of falling 
into potholes.

The Charleston lot visited for the Trade Union Group report is 
owned by the school district and National Express is not 
responsible for its maintenance. National Express has been 
pressing for the lot’s surface to be improved or an alternative site 
to be provided. 

When situations like pot holes arise we work diligently to fix 
parking lot issues as quickly as possible. National Express often 
leases the property from a landlord or a school district. As such, 
the condition of the parking lot is often the landlord’s responsibility. 

It is not uncommon for pot holes to emerge given the impact of 
so many buses travelling through our yards constantly. In many 
locales heavy rainy seasons like those experienced in Florida 
and South Carolina can also be particularly hard on the lots.

In Albuquerque, there was a situation where brand new busses 
were not put into service presumably for cost saving reasons. While 
State/national regulations only permitted the use of buses that have 
been in service for 12 years or longer as ‘spare’ buses for 
emergencies, the driver estimated over 30% of routes used 
non-conforming buses.

Our customer has confirmed that we have never been ‘non-
conforming’ on fleet age. Indeed, it would not have been allowed 
under New Mexico rules.

Drivers report having to pick up and drop off students on multiple 
routes, including half routes, because of a severe shortage of 
drivers. This led to issues of overcrowding, driver fatigue and pay 
discrepancies as drivers only get paid per completed route.

Routes can change, sometimes almost daily, because of students 
not attending school, being away from school due to illness or 
moving out of the area. Our customers require us to be able to 
quickly respond to changing circumstances while maintaining a 
good service.

Driver shortages can also occur and are again an industry-wide 
phenomenon. However, our employee turnover rate is flat on last 
year, despite an improving economy.

National Express’ policy is to pay employees for all hours worked, 
including any applicable overtime premium pay required by law.  

Where discrepancies have been found, we have sought to resolve 
them.

We are currently rolling out new technology which uses ‘swipe’ 
technology, reducing the manual recording payroll. 

This will be rolled out to all sites we own by the end of 2016, with 
70 already in place.

According to a driver in Albuquerque, the school district decided to 
not renew the Durham contract because of the number of late 
drop-offs caused by the shortage of drivers.

This is false. Durham initiated discussions with the customer in 
Albuquerque last year to say we could no longer provide the 
service due to a state funding challenge. The customer wrote to us 
after seeing the Trade Union Group report stating:

“I am writing to clarify a recent allegation that was made by the 
Teamsters regarding Durham School Services’ operations in our 
Albuquerque, NM school district. According to the allegation, the 
school district decided not to renew its contract with Durham 
because of the number of late drop-offs caused by a shortage of 
drivers.

I would like to set the record straight by saying that this allegation 
is untrue and that Albuquerque Public Schools (APS) was very 
satisfied with Durham School Services and the service they 
provided in our district. In fact, APS was disappointed with 
Durham’s decision to end operations in our district and wish that 
they could have continued to serve our students and their families. 
However, APS understands the funding issues they face and the 
difficult position they were placed in with respect to our contract.

Please note that should the situation with student transportation 
funding in New Mexico improve such that Durham would be able 
to resume service for Albuquerque Public Schools, we would be 
happy to work with them again.”
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Allegation Response

Drivers from the Charleston County School District said that they 
regularly face problems with fuel gauges leading to buses running 
out of diesel fuel unexpectedly. On one occasion, one driver had to 
be rescued when her bus ran out of fuel while stationed over train 
tracks. A citizen attending the Community Forum was an 
eyewitness to this event.

As previously stated, 68% of the buses National Express operates 
in Charleston are owned by the State who have exclusive repair 
responsibilities. They have far more service failures than National 
Express owned and maintained buses. 

Drivers are required to conduct a pre-trip inspection prior to 
leaving the lot with their bus, checking the fuel gage is one of the 
required check points. We use a third party to fuel our buses; if 
drivers share concerns regarding fuel, they are provided a fuel 
card for the route. 

We also heard about some of Durham’s bizarre hiring practices in 
Memphis, including recruiting for drivers outside the city jail.

We were not recruiting from the jail. Rather, our recruiting efforts 
include advertising in high traffic areas in and around Memphis. 
Poplar Avenue has heavy foot traffic as there are many office 
buildings, restaurants and diners, as well as a park and the Civic 
Center. Our intent is always to create awareness for employment 
opportunities; the placement of the bus was not directed towards any 
specific building. We also worked with a community group, the 
Workforce Investment Network, to help hire drivers.

We have previously set out above the significant screening and 
training process we undertake.

We heard from one driver who said that they had to complete three 
routes in three hours, which was simply “not doable”. Another bus 
driver with 21 years’ experience said that the message she wanted 
to send to the public was simply for parents to meet their children’s 
bus drivers and talk to them to understand their concerns.

The employee chose this three tier route to serve three schools 
daily for the hours it offered. There have been minimal issues of 
being late on the route.

A member of the Memphis School Board said that she was 
inundated with Facebook messages from concerned parents after 
she had posted about her attendance at the community forum. 
Another member of the school board said that they had not 
received any direct complaints from parents or drivers but admitted 
that the complaints system had been outsourced. At that point, a 
gentleman in the audience said that there were two recent 
incidents of broken glass cutting students on a bus.

As Scott McCormick, from Shelby County Schools Board of 
Education said recently: “In recent months, some people have 
expressed concerns about Durham, but as a member of the Shelby 
County School Board, their customer, I know they are putting safety 
at the forefront and investing in their employees.”

Conclusion
As this report has demonstrated, the claims made in the Trade Union Group’s report, to quote Curtis Norman, the Director of Transportation 
in Charleston “have little or no merit.” They form part of a Corporate Campaign by the Teamsters to remove the right of our employees to 
choose whether to join a union in a free and fair election. In our 2014 employee survey, 86.5% of respondents agreed that ‘my company 
respects my right to associate with whom I choose and my right to hold and express opinions’ (a result 2.5% higher than the 2013 survey). 

Last year at our Shareholders’ Meeting, one of our employees from North America – Jan Hilliard – spoke to ask the Board to continue to 
protect her Freedom of Association: “I want you to continue defending my rights and the rights of my coworkers to be informed by 
management and to freely choose my associations.” 

So, just as our employees have asked us to do, National Express is committed to protecting the right of our employees to choose whether 
to join a union or not in a free and fair vote.
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February 12, 2015 
 
 
 
Community High School District 117 has used Durham Services for over 15 years for its daily route, 
field trip and special education transportation needs.   
 
The service is on-time and reliable and any special requests are handled in a collaborative manner. 
The staff is professional, courteous and has extensive knowledge of good transportation practices as 
well as the laws surrounding the transporting of public school students. 
 
The Durham staff handles all parent phone calls and questions relating to student transportation 
which frees up district staff to focus on the educational needs of students. 
 
The equipment is maintained well and is in sound mechanical condition as well as clean. Routes are 
maximized to ensure buses are loaded in a cost effective manner while keeping route time as a 
focus. 
 
If you should need further information, please feel free to call me at 847-838-7180 or email me at 
Jennifer.nolde@chsd117.org. 
 
Regards, 
 
Jennifer Nolde 
 
Jennifer Nolde   

mailto:Jennifer.nolde@chsd117.org








  
  

  
                  

  
  
  
  
  
 
RE: Durham School Services’ Letter of Recommendation 
 
To Whom It May Concern: 
 
On behalf of Beach Park School District 3, I would like to recommend Durham School 
Services as a student transportation provider. The district has worked in partnership 
with Durham, and its predecessor, Jones School Bus Service, since 1999 and the level 
of safety, delivery and customer service we have received is outstanding. The local 
staff is knowledgeable, responsive and customer service orientated while working 
diligently to satisfy all parent and district requests.   
 
I have worked with Durham transportation for the past two years, and have run 
transportation myself, and in my experience, Durham is has clearly shown exceptional 
service to all of our requests thus far. As an example, five years ago we changed from 
a two-tier to a three-tier bus system which required re-routing the entire district for 
five schools and 2450 students.  Durham carried this out and we started the year with 
literally NO PROBLEMS whatsoever.  There were no complaints and no bus stops had 
to be moved.  That’s an incredible achievement. 
 
We continue to run an on-line registration and coordinate data transfer directly with 
Durham.  We are able to have all of our route lists from them, and posted on the 
school doors well before school starts as an accommodation to parents.  There are 
rarely any mistakes or need for rerouting.  In fact, this year I can only recall one 
comment from parents about the location of bus stops from 2400+ students. 
 
If you have any questions regarding the transportation service we receive from 
Durham, please don’t hesitate to contact me at the above email or phone number.. 
 
Sincerely, 
 
 
 
 

  

  

BBEEAACCHH  PPAARRKK  CCOOMMMMUUNNIITTYY  
CCOONNSSOOLLIIDDAATTEEDD  SSCCHHOOOOLL  DDIISSTTRRIICCTT  ##33  
  

  
  

NNaannccyy  WWaaggnneerr,,  EEdd..  DD..  
SSuuppeerriinntteennddeenntt  

1111331155  WW..  WWaaddsswwoorrtthh  
RRooaadd  

BBeeaacchh  PPaarrkk,,  IILL    6600009999    
884477--559999--55007700  

    

  
  
  
  

PPaattrriicckk  PPaallbbiicckkee  
DDiirreeccttoorr  ooff  BBuussiinneessss  
1111331155  WW..  WWaaddsswwoorrtthh  
RRooaadd  
BBeeaacchh  PPaarrkk,,  IILL  6600009999  
884477--559999--55006644  

      
        



Patrick Palbicke 
 
Director of Business/CSBO 



 
 
 
 
 

 
 
January 22, 2015 
 
To Whom It May Concern: 
 
On behalf of the Racine Unified School District, I would like to recommend Durham School 
Services as a student transportation provider.  We have worked in partnership with Durham since 
2000 and the level of safety, delivery and customer service we have received is outstanding. 
 
The local management team is knowledgeable, responsive and customer service driven, 
consistently looking for ways to provide efficient and reliable service. 
If you have any questions regarding the transportation service we receive from Durham, please 
do not hesitate to contact me directly at 262-631-7138. 
 
 
 
 
 
_____________________ 
Patrick Starken 
Transportation Supervisor 
Racine Unified School District 
 
 
 
 
      
 
  

3109 Mt. Pleasant St., RACINE, WI 53404 
262.631.7138 tel |  262.619.4652 fax 

transportation.department@rusd.org |  www.racine.k12.wi.us 
 

Transportation Office 
 









 

February 19, 2015 
 
 
 
 
To Whom It May Concern: 
 
 

Edmonton Catholic Schools is pleased to provide a letter of reference for Stock Transportation.  

Our school district has a strong and positive relationship with Stock Transportation as one of our 

district contracted carriers. 

 

Stock Transportation provides early learning, kindergarten, and fixed routes transportation for our 

school district.  The organization has met or exceeded all contractual obligations and has consistently 

delivered services for our programs in a professional and effective manner, always with a focus on 

student safety. Stock Transportation has demonstrated a responsive and diligent approach regarding 

operational issues and takes pride in maintaining positive customer relations with our school and 

parent communities. 

 

Edmonton Catholic Schools can confidently recommend Stock Transportation as a valuable partner – 

working together to provide safe and efficient transportation.  Please do not hesitate to contact me at 

(780) 441‐6072 or email at debra.hunter@ecsd.net, should you require further information. 

 

Sincerely, 

 

 

Si 

Debra Hunter 

Debbie Hunter 

Director, Student Transportation Services 

Edmonton Catholic Schools 

 

Catholic Education Services • 9807-106 Street • Edmonton AB  T5K 1C2 • T: 780 441-6000 • F: 780 425.8759 • www.ecsd.net 

EIGHT CHARACTERS OF CATHOLIC EDUCATION . . . 
Community  •  Hospitality  •  Justice  •  Tradition  •  Sacramentality  •  Humanness  •  Rationality  •  Spirituality 



Phone 519-650-4934      Fax 519-650-2979 
 

 
 

STUDENT TRANSPORTATION SERVICES OF 
WATERLOO REGION (STSWR), INC 

130-4275 King Street East 
Kitchener, ON 

N2P 2E9 
 

January 20, 2015 
 
 
TO WHOM IT MAY CONCERN 
 
 
Re: Stock Transportation Reference 
 
 
I have been asked to provide a reference for Stock Transportation. 
 
Stock Transportation has been providing student transportation services to the Waterloo Region 
District School Board and the Waterloo Catholic District School for more than the past 10 years. 
 
The staff and drivers have always been the most professional and very attentive to the needs of 
the school population, the School Boards and the Transportation consortium. 
 
Stock Transportation currently operates 118 special needs routes for STSWR with annual 
revenues of around $4 million. 
 
I am please to recommend the services of Stock Transportation for your transportation needs. 
 
Should you have any further questions, please do not hesitate to contact me 
 
Sincerely, 
 

 
 
Benoit Bourgault          
General Manager         
Student Transportation Services of      
Waterloo Region Inc.     .   
benoit_bourgault@stswr.ca 
 
 



 Telephone (Automated Attendant) 613-354-1981   Toll Free 1-866-569-6638   Web Site www.triboard.ca 

81 DAIRY AVENUE 
      NAPANEE, ONTARIO
      K7R 1M5 
      613‐354‐1981 

 
 

 

January 15, 2015 

 

To Whom It May Concern: 

I am pleased to be invited to write a letter of reference and recommendation for Stock 
Transportation Ltd. The Tri-Board Transportation Consortium and its predecessor School Boards 
have contracted with Stock since 1989. 

Over this span of 26 years of continuous service Stock Transportation has been a leader in 
customer service, student safety programs, bus maintenance and in innovation here in Eastern 
Ontario and indeed in all provinces where they have done business and partnered with school 
districts. 

Tri-Board Transportation contracts with 38 school bus operators running 630 routes across four 
counties and three school boards. They are our largest provider, including all classes of school 
purpose vehicles including special education and wheelchair-equipped vehicles. 

Stock Transportation’s reputation here, and in other markets and provinces should give you 
confidence that they are a pre-eminent provider for school transportation services and would 
serve your school district effectively, efficiently and with industry-leading professionalism. In 
future opportunities we would hope that Stock Transportation remains as a supplier to Tri-Board 
with their brand of customer service, responsiveness and dependability.  

Please do not hesitate to contact me with further questions. 

Sincerely, 

 

 

Gord Taylor 
Chief Executive Officer 
Tri-Board Student Transportation Services Inc. 
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