Living our
values

Four years on from their launch, our
Vision and Values continue to provide
the foundation for our business.
Our Vision is to earn the lifetime loyalty of our
customers by consistently delivering frequent,
high performing public transport services which
offer excellent value. This provides a clear focus
both in running our core operations and in
developing new opportunities.
Our five Values continue to underpin the Vision
and help us to prioritise what we focus on.
This review showcases some our
recent achievements.

You can find out more about our Values and how our business
activities support them by visiting our website:
www.nationalexpressgroup.com/our-way
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Excellence
Striving to be excellent in all that we do
Excellent in everything
we do
The recent addition of Excellence as a fifth value
reflected a desire to be excellent in everything we
do. It is increasingly clear that our future success
depends on it. Excellence is what our existing
customers demand. Our focus is on understanding
what our customers want and making sure we are
delivering against it.
Across the Group, work is progressing towards the
goal of continually delivering sustainable excellence.
In Europe we are working towards the European
Foundation for Quality Management (EFQM)
Excellence Model. Accreditation is granted after
a rigorous review by external assessors. In North
America we are working to the complementary
Baldrige excellence model.

Our partnership with Centro on Transforming Bus
Travel in the West Midlands was recognised by two
industry awards in 2014

Awards recognise
Excellence
We are pleased to have gained external
recognition in 2014 for a number of
initiatives. UK Bus won 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 ability to manage
disruption at c2c was recognised at
the Golden Whistles Awards, and we
picked up two Golden Merit Awards
from the National School Transportation
Association in the US. ALSA also won a
Merit Award in Land Transport from the
Ministry of Public Works in recognition
of its reputation as an excellent public
transport operator.

We were delighted that our excellent performance at c2c was
recognised with the award of a new 15-year franchise. We marked
the first day with gifts for passengers
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And our Annual Report was judged best
private sector report at the Business
Finance Awards.
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Excellence

A new standard in driving
The National Express Master Driver programme was
created to encourage excellence in driving. It provides
a framework to measure the performance of drivers
and identify those with an impeccable safety
record, outstanding driving skills and exceptional
customer service.

During 2014, UK Coach had its first EFQM
assessment and was awarded four stars by
the British Quality Foundation, the body which
grants accreditation in the UK. This was an
excellent result and recognised UK Coach’s
approach to quality management and
excellence. UK Coach is determined to
emulate c2c and secure a five star rating
at its next assessment.

Community

c2c continues to lead performance in the rail
industry with three successive years at the top
of the UK’s rail punctuality league table. Our
plans for the new franchise we began operating
in November 2014 will extend this approach to
excellence and embrace new levels of customer
service and technology to further enhance
our operation.

People

c2c was the first of our businesses to gain
a five star EFQM quality rating, in 2013, and
the experiences gained during that process
have helped the UK Bus and UK Coach
businesses in seeking accreditation.

Customers

Quality matters

Safety

ALSA drivers who participated in one of the Master
Driver training courses

The programme is being followed throughout the Group’s
businesses, but ALSA has made particularly good
progress in introducing it. The programme is based on
an ongoing assessment of the results from each driver.
Depending on their score they are classified into three
categories – Professional Driver, Advanced Driver and
Master Driver. Drivers are incentivised to work on
improving their scores, enabling them to reach higher
levels. During 2014, more than 1,300 drivers from ALSA
took part in the Master Driver programme, achieving
excellent results and 800 more will participate in 2015.

Environment

UK Coach gained four stars in its first EFQM assessment
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Safety
We only do what is safe and stop any unsafe
behaviour. Safety is our priority
Our top priority
Safety is our highest priority in whatever we
do as a business and we have appropriate
management systems in place across
the Group.
The Driving Out Harm programme, launched
across National Express Group in 2010,
aims to ensure that safety is always front of
everyone’s mind so that we can aspire to
achieve a safety record which is best in class
among transport operators. Our aim is to drive
out all risks of harm to our customers, our
colleagues and others affected by our business.

We have reviewed our safety performance
since the 2010 launch of the Driving Out Harm
programme using this new index. Our external
safety auditors Arthur D Little have concluded
that total responsible harm has reduced by 54%
in four years.

Alongside our standard safety key performance
indicators, during 2014 we introduced a new
Fatalities and Weighted Injuries index providing
a measure of total responsible harm. This new
index is based on the well-established harm
index used across the UK rail industry.

Coach gains five stars
for safety
UK Coach has achieved a major milestone in
its approach to managing safety during 2014
by being awarded a score of 96% – the highest
mark ever given on a first audit by the British
Safety Council. We also gained five out of five
stars and an ‘Excellent’ rating for our approach
to safety management as a result of the review.
The auditor conducting the review commented
that in his seven years working for the British
Safety Council he had never come across an
organisation as advanced as National Express
at a first audit.
Craig Barker, Head of Safety, UK Coach, receives the five star
award from Marianne Phillips, Products and Services Director,
British Safety Council
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Training delivers
safety focus

Safety

In Morocco, the continuing focus on driver
training, including the use of bus simulators and
twice yearly training and assessment days for
drivers, has delivered sustained improvements
in safety performance. Every morning as drivers
report for duty, they receive a safety message
as part of their daily briefing. This ensures
drivers are alert to any new issues with routes or
the vehicles which could impact on safety

Customers

ALSA drivers in Morocco receive a safety message
every morning

Zero result on SPADs
People

A key safety priority for all rail operators is
ensuing that no signals are passed at danger
(SPADs). In 2014, c2c recorded no SPADs
during the year. This excellent position was
achieved through continual driver dialogue,
including driver and signaller workshops, and
targeted safety communications and training
throughout the year.

Community

c2c recorded zero signals passed at danger (SPADs)
during 2014

Environment
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Customers
We place them at the heart of our business and
relentlessly meet their expectations
Delivering the service our customers expect
We never forget that without our customers we
would not have a business, so getting things
right is critical. Our five Customer Golden Rules
set out the standard we expect all employees
to follow.
We believe this is really delivering results with
the benefit evident in our customer satisfaction
scores where most of our operations are
leaders in their markets. North American
School Bus, for example, has retained 97%
of the contracts it bid for, 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.

A particular highlight is our UK Coach business
being named the country’s ‘most trusted ground
transportation company’ by the Institute of
Customer Service, with customers more likely
to recommend it to others compared with
competing rail, bus and coach providers.

Our five Customer Golden Rules set out the standard we
expect all employees to follow

The school bus
provider of choice
We never forget that North American school
boards have a choice of transport providers. We
are determined to deliver excellent services and
get children to school safely, on time and ready
to learn.
The facts speak for themselves. During 2014 we
retained over 97% of our contracts, and so far in
2015 the figure is 99%. We invest a lot of time in
building relationships with our school board
clients ensuring we tailor our services to specific
requirements. This has had a positive impact
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We are the second largest private operator of school buses in
North America

Introduction

Supporting the launch of c2c Live, we introduced
free Wi-Fi at all stations, and will be extending this
in future to operate on board trains.

People

The successful retention of the c2c franchise
has enabled the launch of a raft of new
customer benefits. The c2c team worked hard
to deliver many of these for the start of the new
franchise on 10 November 2014.

Customers

Innovation on the move

Safety

Centro members have adopted bus routes across the West Midlands to get
closer to customer issues

In UK Bus, we have developed our
key partnership by getting all 27 elected
members of Centro to adopt a bus route
local to them. The councillors regularly
travel on the routes and see for
themselves the issues which customers
raise. Another initiative to get closer to
passengers is the launch of our first
customer panel in Coventry. The panel
comprises eight customers who have a
cross-section of user experiences, and
will be used to discuss concerns and
provide feedback on new products
and services.

Excellence

Adopt a route

Community

A new app called c2c Live provides a one-stopshop for passengers with everything from
personalised journey information to buying
tickets, and even paying for car parking. In
future, customers will also be able to use their
c2c Live app to register for automatic refunds,
which will be paid out whenever they are
delayed by as little as two minutes.
Rail Minister Claire Perry launched our new c2c Live app with
Managing Director Julian Drury

Environment
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People
We develop the talents, reward the exceptional
performance and respect the rights of all our employees
Measuring what our people think
We continue to run employee surveys to
measure the engagement of our people. Every
year, we use the results to influence how we
make National Express a better place to work.
As in previous years we used an external
research company, VaLUENTiS, to conduct the
UK surveys. VaLUENTiS carries out surveys for
many transport companies, and are able to
benchmark National Express against others in
the industry. The results show that in 2014 we
made further progress in terms of engagement.
Many of our business units are the highest in
VaLUENTiS’ database:

Our North America employee survey is also
run by an independent company, in this case
TNS. In 2014, 91% of employees said they enjoy
working for the business, two percentage points
ahead of the 2013 score. Similarly, there was a
two percentage point increase in people saying
they would recommend the business as a good
place to work, up to 84%. Referring to our results,
Mike Schroeder, CEO of TNS Employee Insights,
said: “National Express continues to demonstrate
exceptional performance when it comes to
employee satisfaction and engagement.”

• Our corporate functions have again
registered the highest official engagement
score in VaLUENTiS’ database. The score of
782 is well ahead of the UK norm of 668.
• UK Coach has again achieved the highest
score in the Bus/Coach section of the
VaLUENTiS database.
• c2c has the highest score for any train
operating company in VaLUENTiS’
database.

In 2014, 91% of our North American employees said they enjoy
working for the business

Route to health
A purpose built health bus, complete with a fully
trained nurse and consultation rooms, is now
visiting National Express bus garages offering
free health advice and support to all employees.
The Health Bus was designed and constructed
by our own engineers and fitters who adapted
a redundant bus into a modern, mobile health
facility offering two consultation areas and a
waiting room.
Confidential advice is offered during each
20-minute appointment by a fully qualified nurse,
and it has already supported over 1,000 employees
who have overwhelmingly given this new facility
their full support via feedback.
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The Health Bus provides a well equipped, quiet environment for
personal consultations.

Introduction

Local focus for
employee matters

National Express has committed to become an
accredited Living Wage employer in the UK, the
first private transport group to do so. The pledge
will benefit hundreds of workers across our UK
Bus, Coach and Rail businesses. Outside of the
UK we will guarantee pay rates of 10% above
national minimum wage pay.

A new way of engaging with employees was
piloted in UK Bus. A Garage Council was set up
at the biggest garage in Birmingham, creating a
forum for employees to discuss concerns and be
consulted on changes. The Garage Council has
proved a success at bringing together people
from different functions to debate shared issues.

Our UK Bus business will lead the way and
become the first to be an accredited Living Wage
employer, from January 2016. The UK Coach and
Rail businesses will follow by the end of 2017.

ALSA, like all our divisions, recognises long
service with the company. During 2014, ALSA
recognised 130 employees for long service of
20, 30 and 40 years. The commitment of these
employees is clear. They have chosen to stay
with ALSA for the long term, and we are
pleased to be able to celebrate their service
to the company.

Safety
Customers

The company’s pledge to ensure that all
members of staff earn a Living Wage was
welcomed by senior politicians.

Excellence

Committed to paying
the Living Wage

People

Patrick McLoughlin MP, Secretary of State for
Transport, said: “I welcome National Express’
decision to become a Living Wage employer.
This important step will have a real impact and
demonstrates the success of our transport
sector. National Express plays a vital role in
helping people go about their daily business.”

Community

A Garage Council at our biggest garage in Birmingham has
provided a successful forum to discuss concerns and issues

Environment

Our pledge to pay the Living Wage was welcomed by
our employees
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Community
We are active in the communities we serve to generate
economic, social and environmental value
Playing our part in
the community
We recognise that we have a number of
important responsibilities towards the
communities in which we operate, be that
delivering vital transport services to get people
about, managing our environmental impact or
providing job opportunities for young people.
We have a strong record of community
involvement and in 2014 this continued.

A focus on youth
A highlight of the year was the launch of UK
Coach’s Youth Promise – an industry-leading
package of commitments shaped by members
of the UK Youth Parliament. The package
includes the creation of new apprenticeships, roll
out of a structured work experience scheme and
investment of thousands of employee hours in
young people’s causes. Every member of UK
Coach staff has been granted one day of paid
leave a year to volunteer to help achieve this. The
Youth Promise also includes specific partnerships
with The Prince’s Trust, Scouts and Whizz-Kidz.

Scouts is one of the organisations supported by the Youth
Promise in UK Coach

Creating jobs for
local people
We are a major employer, and recognise our
role in promoting new job opportunities for
those in the communities we serve. In the last
year our UK Bus and Coach businesses took
on 42 apprentices. Our ground-breaking West
Midlands ‘Routes to Work’ partnership with the
Department for Work and Pensions has seen
over 1,850 new job opportunities filled over the
last three years. The partnership has helped
broaden the diversity of our workforce bringing
the average age of our workforce down by six
years and attracting a record number of female
job applicants.
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Lord Bill Morris meets some of our newest apprentices in
UK Bus

Introduction
People

Gloria Aza, Director of the MA in
Transport and Logistics Management,
University of Oviedo said: “The Muévete
work programme for young people is an
excellent initiative. It provides Spanish
university students with an opportunity
to have their first contact with the world
of work and a real working experience
within a company. This will undoubtedly
grant them access to more job
opportunities in future.”

Customers

“Durham School Services sees transportation as an
extension of Blue Valley’s educational efforts. 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,” said Steve Davis, Director
of Business Operations for Blue Valley School District.

Our Muévete programme in Spain
provides trainees with work experience at
ALSA locations, placing them in a
stronger position to apply for jobs. With
the Spanish employment market still
proving challenging, the programme has
been successful in helping young people
to get a taste of working life and be better
placed to succeed at job interviews.

Safety

The school buses we run in North America are part of
the fabric of the local communities they operate in. They
provide a vital link which ensures students reach school
safely. During 2014, this link was recognised by Blue
Valley School District in Overland Park, Kansas with a
‘Friend of Education’ award for its excellent service.

A taste of
working life

Excellence

Making an impression
in Kansas

Community
Environment

Blue Valley School District presents the Friend of Education Award
to Durham School Services
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Community
continued

Foundation to a
better future
The National Express Foundation
completed its third year of operation
supporting young people with challenging
financial circumstances. Awards were made
to 13 community groups and three educational
establishments, bringing the total of young
people to benefit from the foundation since
its inception to 2,700.
Our National Express Giving Foundation in
North America is now established and
providing grants to staff. It is awaiting final
approval from the US tax authorities to begin
awarding external grants. In 2014 it provided
$10,000 in grants to staff.

A helping hand for
Armed Forces veterans
As part of its ‘Military Promise’ – an industryleading commitment to support people who have
served in the Armed Forces – UK Coach has
created a partnership with The Poppy Factory.
As part of our work with the charity, which
produces millions of Remembrance poppies
every year, we are supporting Poppy Factory
‘clients’ with job interview training sessions and
paid work placements.
Often veterans, some of whom may never have
had a job interview prior to signing up, find the
transition to civilian life challenging and our
scheme is designed to demystify the interview
process and give people practical support
around CV building as well as work experience.
The scheme is part of a wider package of
benefits, including guaranteed job interviews
to service leavers, offered by National Express
as part of its ‘Military Promise’ to honour the
commitment it made when it was handpicked by
the Government as the first company to sign its
Corporate Covenant.

Youngsters from Arc Theatre set up in Basildon Station to
deliver their National Express Foundation funded
performance about anti-social behaviour

Employee support for
local charity
Our employee charity panel continues to support
local charities and community groups across the
UK. Employees are encouraged to volunteer or
fundraise for their chosen charity and are then
eligible to apply for an award from the Company.
Since the panel was established in 2009, more
than 370 charities have benefited from grants
totalling over £90,000.
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Ex-service personnel welcome our partnership with The
Poppy Factory
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Environment
As part of our Community Value we manage
our environmental impacts

5% reduction

6% reduction

Site energy 10% reduction 11.28% reduction
Waste

40% reduction 93% reduction

For 2014-2017 we have set new targets and
have added water consumption and total
carbon emissions.
Group environmental KPI targets 2014-2017
1

Fuel: 3% reduction in fuel consumption
per passenger kilometre

2

Site energy: 20% reduction in total
consumption

3

Waste: 80% reduction in non-hazardous
waste to landfill

4

Water: 10% (m3) reduction in total
consumption

5

Total carbon emissions: 4% reduction
in carbon emissions per passenger
kilometre
All KPIs from 2013 baseline

People

National Express Group total emissions
2013 vs 2014 (tCO2e)
900,000

Community

In 2013 we reported the greenhouse gas (GHG)
emissions for the whole Group for the first time.
Our continued focus on reducing emissions has
resulted in a further reduction in emissions in
2014. This excellent performance was delivered
in a year which saw a growth in our business and
an increase in the number of vehicles we operate.

Outcome

Customers

The new targets were set after considerable
research into which environmental parameters
have a significant impact on our carbon
emissions and the climate change agenda.
We set targets on reducing our consumption
of fuel, site energy, water and waste with the
aim of reducing our total carbon emissions. The
targets set will stretch our divisions, ensuring we
meet our corporate ambition of demonstrating
excellent global environmental performance.
We consider factors such as our supply chain,
available investment and what our competitors
are doing in our sector. The uniformity of reporting
environmental Key Performance Inicator data in
the transport sector is poor. Whilst competitors
look to report the same key areas such as fuel,
site energy, waste, water and carbon, they do not
do it consistently across their businesses.

Fuel

Target

Safety

In 2014, we delivered a strong environmental
performance and set new targets for the next
three-year period. Expectations on businesses
in this area have increased since the previous
targets were set in 2010. Only fuel, site energy
and waste were considered as key indicators
then, but in setting the targets for 2014-2017 we
have included additional indicators – water and
total carbon emissions.

Group Environmental KPI Targets 2010-2013

Excellence

One of the key deliverables under our Community
value is meeting our environmental
responsibilities.
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Further information
If you would like to find out more about
how National Express operates visit our
website: www.nationalexpressgroup.com
or get in touch with us at
community@nationalexpress.com
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