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Operating in seven countries with over 24,300 employees and serving 
more than 2 million commuters daily, it is our mission to enhance 
the safety and well-being of the communities that we serve and the 
people who deliver our services.

2019 Highlights:

0 
global workplace 
fatalities 

Awards 
•	 ComfortDelGro 

Bus - Merit Award 
in the “Non-
public Bus Fleet” 
category by the 
Singapore Road 
Safety Council

•	 ComfortDelGro 
Taxi -  CityCab 
and Comfort 
received the 
Excellence and 
Merit Award 
respectively at 
the 21st Annual 
Safety, Health and 
Environmental 
Award 
Convention 
2019 by the 
Land Transport 
Authority (LTA)
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The health & safety of our customers, employees and the public is fundamental to our 
business. Our focus on safety is strongly reflected in the Group’s policies, procedures 
and training. We take all safety incidents seriously and we continuously work towards 
achieving zero fatalities and injury rates that are below national averages in our 
locations of operation.

HEALTH & SAFETY

Why This Issue Is Material 
With over 41,600 vehicles plying the roads in seven countries, 
our operations have a significant impact on road safety. Thus, 
a good safety record is required to maintain commuter trust. It 
is our responsibility to ensure safe journeys for all commuters, 
regardless of whether they are riding with us or are fellow road 
users. We are also committed to providing a safe and healthy 
working environment for all our employees.

SOCIAL

How We Manage This Issue 
Our safety systems and stringent checks ensure that health & 
safety is held to the highest standards. Safety requirements are 
incorporated in tender documents for relevant products and 
services. We have also invested heavily in training and re-training 
courses, and ran safety awareness and training programmes 
to instill a safety and security conscious culture in employees 
at all levels. 

We have joint management–worker Workplace Safety & Health  
(WSH) Committees, which represent all our employees and 
workers in our countries of operation, to evaluate occupational 
safety programmes. A strong emphasis is placed on safety through 
training, education and engendering a strong safety culture. 
For more information on our WSH Committees, see Annex B.
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Road & Passenger Safety  
In Singapore, we continued the progressive roll-out of the iSafe 
system in 2019, which comprises the Safe Green Eco System, 
GoldenEye, and MobilEye. By June 2019, the entire SBS Transit 
fleet had been installed with the MobilEye, a smart camera that 
is able to detect, analyse and monitor road conditions while 
the vehicle is moving, as well as provide real-time audio visual 
warning via a display unit to the driver.

Newer buses provisioned by the LTA have been installed with 
the Integrated Smart Advance Warning Unit (I-SAW-U) instead 
of the MobilEye. Similar to MobilEye, I-SAW-U is a smart camera 
system that acts as an extra pair of eyes to warn bus captains 
of obstructions and subjects in their blind spots. It also alerts 
the bus captain if a pedestrian is in front of the bus, if the bus 
strays off lane, or if it is travelling too close to the vehicle in front.

In 2019, we also made investments in artificial intelligence 
technology. In December, we launched Singapore’s first fully-
predictive anti-collision buses, which come with a Driver Support 
System that has a built-in Collision Warning & Emergency Brake 
(CWEB) feature. 

With the system’s ability to initiate braking if the driver does 
not respond to the warnings in time, Volvo’s CWEB feature is 
a welcome safety enhancement that helps bus drivers avoid 
critical situations and accidents. There are plans to purchase 
more of such buses over the next two years. ComfortDelGro Bus 
Drivers have undergone training on the in-built CWEB feature.

We run programmes to increase awareness of passenger and 
road safety as well. In 2019, SBS Transit developed videos for 
safety on boarding and alighting buses, in both Mandarin and 
English, as part of their annual Safety & Health Programme & 

Education (SHAPE). CDC in New South Wales (NSW) conducted 
a Safety Simulation in conjunction with Technical and Further 
Education New South Wales (TAFE NSW), using their Heavy 
Vehicle Driving Simulator. The Safe Heavy Vehicle Driver 
training package addressed topics such as road safety, fatigue 
management, spatial awareness, and legal obligations. 

In	the	United	Kingdom	(UK),	Vision	Zero	Week	was	launched	by	
Transport	for	London	(TfL)	in	July	2019	as	part	of	Vision	Zero,	
one of the Mayor of London’s Transport Strategies that aims to 
eradicate road deaths and serious injuries from London’s roads 
by	2041.	In	support	of	Vision	Zero	Week,	Metroline’s	Transport	
Safety Team conducted speed checks of live services and 
engaged	drivers	on	Vision	Zero.	

In August 2019, Metroline began trials for Mirrorless Buses using 
SmartVision’s Camera Monitoring System (CMS). The cameras, 
which are designed to replace wing mirrors, have heated lenses 
to remove blind spots and glare, while providing improved vision 
at night and in wet conditions. The CMS will greatly reduce the 
risk of collisions with other road users, pedestrians, trees and 
street furniture. While the CMS is mandatory on all TfL vehicles by 
2021, Metroline was the first to trial this system, demonstrating 
leadership in improving road safety for all on the road. 

Metroline is also involved in Project VALLs, an ongoing trial 
of a new bus lighting safety system. The Vehicle Avoidance 
Lateral Lights (VALLs) is a new form of vehicle lighting system 
that projects a carpet of light along the sides of the vehicle to 
increase visibility of road users during poor lighting conditions. 
It also provides a visual ‘area of greater risk’ for road users to 
avoid, in the interest of their own safety.

To protect passengers and employees, almost all of our buses, 
trains and train stations in operation across the Singapore, the 
UK and Australia are installed with CCTVs or in-vehicle cameras.

>90%
Vehicles and stations with 
CCTVS or in-vehicle cameras in 
Singapore, the UK and Australia
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Workplace Health & Safety  
We are committed to developing a culture of workplace health 
& safety. To that end, we implemented new workplace safety 
programmes at our various Business Units, such as last-mile 
safety initiatives at our rail business.

Our operations staff, including SBS Transit’s bus and rail engineering 
staff and VICOM staff, are trained and qualified by accredited 
training agencies to perform their various jobs in accordance 
with stipulated regulation. When required, SETSCO staff will 
also attend safety orientation and site familiarisation courses 
organised by clients in the construction, shipyard, marine and 
oil/petrochemical sectors. This year, we strengthened workplace 
safety training, qualification and currency of ground staff. During 
its annual Safety & Health Programme & Education (SHAPE), SBS 
Transit stepped up its safety inspections at various locations and 
put up bulletins to highlight potential slip, trip and/or fall areas.

In 2019, Metroline facilitated the Bus Safety Standard Workshops 
commissioned by TfL. During these workshops, bus manufacturers 
were engaged to talk about safety design in buses such as Advanced 
Emergency Braking, Vision Standard, Acoustic Conspicuity, 
Occupant-friendly Interiors and Intelligent Speed Assistance.

Beyond safety at the workplace, Metroline has invested in its 
drivers’ holistic long-term health and well-being. In 2019, it 
launched the “Wellbeing Bus”, a collaborative project between 
TfL, Unite the Union, bus operators and Medigold Health, with the 
aim of improving bus drivers’ health. Staffed with occupational 
health technicians from Medigold Health and electronic health 
assessment kiosks, the Wellbeing Bus provides advice and 
professional health screenings to help identify possible issues 
or risk factors that could contribute to poor health. The health 
screenings are completely free of charge for drivers and other 
employees. The screening also features the Boomerang Life 
Balance, which looks at various factors of an employee’s lifestyle 
including sleep patterns, smoking, work life, stress, diet, alcohol 
and exercise. The rapid health diagnosis is delivered in an easily 
understandable format that drivers can even access whilst on 
their break. Following their screening, the occupational health 
technicians on hand will provide employees with lifestyle advice 
and guidance. The initiative has already received positive feedback 
from bus drivers and staff.

Group Performance Summary

Singapore UK Australia
2017 4 0 0

2018 2 1 1

2019 1 1 0

Fatalities

Singapore UK Australia
2017 610 991 215

2018 788 1,088 294

2019 724 239 5361

Passenger Injuries

Singapore UK Australia
2017 0.37 35.47 37.64

2018 0.32 31.96 30.10

2019 0.31 48.18 31.32

Vehicle Collisions Rate (per M km)

Road & Passenger Safety

1 Australia has an increase in passenger injuries due to the acquisition of several Business Units and bus fleets in 2019. Comparatively, the Passenger Injury Rate  
(No. of Passenger Injuries/Total No. of Journeys in million) has decreased from 95.5 in 2018 to 68.7 in 2019.

In Singapore, Australia and the UK, accidents resulting in 1,499 
injury cases were recorded, 723 of which were from SBS Transit 
and one from ComfortDelGro Driving Centre. This translated into 
3.00 passenger injuries per one million kilometres travelled in 
Singapore, which was lower than 2018. There were, unfortunately, 
two passenger fatalities – one in Singapore and one in the UK. 

In terms of vehicle collisions, we averaged 0.31 collisions for 
every one million kilometres with a total of 517 collisions in 
Singapore, out of which 305 were from SBS Transit. In the 
UK and Australia, there were 765 recorded injury cases in our 
scheduled bus business during the year, translating into 4.24 
passenger injuries per one million kilometres travelled, which 
was lower than 2018. In terms of vehicle collisions in the UK 
and Australia, we averaged 39.3 collisions for every one million 
kilometres with a total of 7,187 collisions, which was an increase 
as compared to 2018.
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2 Does not include injuries of our taxi drivers, who are not employees of the Group.
3 Lost days are defined as days that could not be worked as a result of a worker or workers who are unable to perform the usual work because of an occupational 

accident or disease.
4 ComfortDelGro will measure “Workplace Injury Rate” starting from 2019.
5 Australia has a “no fault” system of workers’ compensation for work-related injuries. The laws also place obligations to facilitate return-to-work, and the continued 

employment of the employee. Non-physical injuries including stress-related conditions are also covered. The compensation and benefit systems have indirectly 
accounted for higher workplace injury reports and prolonged medical leaves in Australia.

Awards and Certifications 
In 2019, our Business Units - SBS Transit and ComfortDelGro 
Taxi - received several safety awards in recognition of their 
exceptional safety practices and management standards.

1. BizSAFE Partner Award
 SBS Transit received the BizSAFE Partner award in 2019. 

The BizSAFE Partner Award recognises BizSAFE Partners 
who have been proactive and committed in bringing 
business partners on board the BizSAFE programme by 
incorporating Workplace Safety and Health as part of 
their business model.

2. Safe Bus Operator of the Year (Excellence) – SBS Transit’s 
Jurong West Bus Package

 At the LTA’s 21st Annual Safety, Health and Environmental 
(SHE) Award Convention, which gave recognition to 
contractors and public transport operators for their efforts 
in promoting and ensuring safety, SBS Transit’s Jurong 
West Bus Package won the Certificate of Excellence for 
the Safe Bus Operator of the Year Award. 

3. Safe Rail Line of the Year (Merit)
 At the LTA’s 21st Annual SHE Award Convention, SBS 

Transit won the Safe Rail Line of the Year Merit Award, 
which recognises rail transport operators with good 
performance in workplace and commuter safety. 

4. Community LifeSaver Award – Bus Captain (BC) Thian 
Siew Mui

 BC Thian Siew 
Mui was awarded 
the Community 
LifeSaver Award 
for acting quickly 
to put out a lorry 
that was on fire, 
while on the job. 
She had sounded 
the horn at the 
lorry driver to alert him to the fire. After seeing that the 
lorry driver was not able to put out the fire with bottles 
of mineral water, she asked passengers to wait before 
grabbing a fire extinguisher and running to the lorry to 
put out the fire. She then promptly returned to driving 
the bus. 

5. Annual Safety, Health and Environmental Award 
Convention 2019

 CityCab and Comfort received the Excellence and Merit 
Award respectively at the 21st Annual Safety, Health and 
Environmental Award Convention 2019 by the LTA.

Singapore UK Australia
2017 1.79 1.02 41.44

2018 1.83 3.25 42.17

2019 1.75 2.25 12.88

Accident Frequency Rate per million manhours
Workplace Health & Safety

Singapore UK Australia
2017 42.69 43.45 297.63

2018 37.34 20.84 399.53

2019 49.90 18.86 230.85

Accident Severity Rate per million manhours

Group Performance Summary

Singapore UK Australia

457.4 480.8 2,189.95

Workplace Injury Rate per 100,000 Employees4 

Metroline also organised a safety campaign in conjunction with 
TfL and schools, to promote road safety amongst children.

The Group recorded zero workplace fatalities in Singapore, 
Australia and the UK. A total of 184 non-fatal workplace 
injuries2, resulting in 3,798 lost days3 in 2019, were recorded. 
Of these cases, the majority involved male employees. A very 
small proportion of incidents involved contract workers. 

There have been no incidents of non-compliance with regulation 
and voluntary codes concerning the health & safety impacts 
of products and services during their life cycle.
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Our employees are at the core of our success. Without them, we would not be 
where we are today. We strongly subscribe to the belief that a motivated workforce 
will ultimately translate into happy and satisfied customers. We are committed to 
ensure our employees’ well-being and professional development, which are key to 
sustainable performance of the Group.

EMPLOYEE ENGAGEMENT

Why This Issue is Material 
We believe that employee engagement 
and satisfaction have profound impacts 
on productivity, service quality and our 
long-term business performance. It is 
necessary that we communicate with our 
employees to align them to our business 
strategy and goals, and be responsive to 
their needs. As such, we place special 
emphasis on employee management and 
labour-management relations.

How We Manage This Issue 

Employee Engagement 
Induction programmes 
for new hires facilitate 
their alignment to our 
values and culture. We 
organise regular briefing 
sessions, dialogues 
and conferences to 

communicate updates to employees and align them to our 
business goals. We encourage two-way communication by 
soliciting employee feedback and suggestions at such sessions. 
We also recognise staff for their contributions and length of 
service through Long Service Awards.

To promote healthy lifestyles, lifelong learning and physical and 
mental well-being, the Group has organised various activities 
for its employees in 2019, including the inaugural Active! 
ComfortDelGro Day, a lunchtime talk on Mental Wellness & 
Care, a charity walk and ComfortDelGro Learnfest 2019.

SOCIAL

Labour-Management Relations
We work hard to maintain a harmonious 
tripartite Labour-Management relationship. 
Labour relations play a prominent role in day-
to-day operations in the organisation. 80% of 
all employees across our global operations 
are covered by Collective Agreements.

Management and the Union share a relationship built on 
trust and respect as well as a common goal of improving 
employees’ welfare. They work closely together, facilitated by 
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Union representatives, who are appointed from and by Union 
members. Union representatives serve as vital communication 
channels between Management and the Union.

In 2019, our Singapore businesses continued to honour the 
Collective Agreements signed in 2017 for a three-year period. We 
have completed the negotiations for operational changes that 
affect the working conditions and well-being of employees. Such 
changes are always discussed with the Union, and implemented 
after a consensus is reached. Employees affected are typically 
given one to three months’ notice via letters, circulars or emails.

In 2019, eight bus captains (BCs) filed civil law suits against SBS 
Transit disputing the prescribed rest days and overtime. Separately, 
SBS Transit made an application to the Industrial Arbitration 
Court (IAC) to interpret the relevant clauses in the Collective 
Agreements. The IAC issued a written ruling which stated that 
SBS Transit had acted in accordance with the Employment Act 
in relation to the BCs’ prescribed rest days, working hours and 
overtime. The BCs, however, through their lawyer, are contesting 
that ruling. The law suits, meanwhile, are still ongoing.

Talent Management
Talent management and succession planning 
are key areas of focus for ComfortDelGro. 
Through regular employee engagement 
programmes including seminars, training 
courses, quarterly newsletters and weekly 
dialogue sessions, we are able to encourage 
critical thinking and innovation, build team 

spirit and groom the next generation of leaders. ComfortDelGro 
also has a series of leadership development programmes specially 
catered for the development needs of its staff. Structured training 
and development are provided for staff to grow and progress 
in their careers within the Group.

Managers are empowered and encouraged to hold regular feedback 
sessions with their subordinates. The annual appraisal performance 
session serves as a platform for employees to discuss their work 
performance and map out their career progression. Common 
issues raised by employees include training and remuneration. 
We have in place various programmes and processes that 
contribute to talent management, performance management, 
succession planning, and compensation and benefits.

With a global workforce of 24,329 employees, talent retention 
and attraction rank high on ComfortDelGro’s priority list. We set 
the performance bar above industry norms, reward equitably, 
and give credit where credit is due. In 2019, we had a total of 
3,352 new hires across the Group, with 51.2% in Singapore, 24.4% 
in the UK and Ireland, 21.5% in Australia, 2.4% in China, 0.3% in 
Vietnam and 0.2% in Malaysia. A total of 3,720 staff left the Group 
(both voluntarily and involuntarily), with 18.8% under 30 years 
old, 46.7% aged 30-50 years old, and 34.5% over 50 years old.

Group Performance Summary

(Please refer to Annex C for more information on our employees and workers)

UK/Ireland 
Workforce Size 5,824      

New Hires 819

Staff Turnover  1,181

Australia 
Workforce Size 3,790

New Hires 721

Staff Turnover 656

Singapore 
Workforce Size 13,773

New Hires 1,716

Staff Turnover 1,778

Malaysia 
Workforce Size 42

New Hires 5

Staff Turnover 3

Vietnam 
Workforce Size 82

New Hires 11

Staff Turnover 27

China 
Workforce Size 818

New Hires 80

Staff Turnover 75

Vietnam 

0.3%

Malaysia 

0.2%

Australia 

15.5%

China 

3.4%

Singapore 

56.7%
UK/Ireland 

23.9%

Workforce 
size by 

Countries
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Inaugural ACTIVE! ComfortDelGro Day 
For half a day on 5 August 2019, more than 300 staff in Singapore gathered 
at PUB Recreation Club for the inaugural Active! ComfortDelGro Day, which 
aimed to encourage staff to be active and stay healthy. Staff participated in 
various games and sports such as captain’s ball, Muay Thai, augmented wall 
climbing and walking football.  

Of those who responded to the feedback survey, 99% enjoyed the event and 
sports challenges. Staff were also made more aware of the possible sports 
they can pick up, and most planned to continue being active.

Our very own One ComfortDelGro Heartbeat, a recreational drumming 
club, also put up a spectacular drumming performance at the event. They 
displayed admirable learning spirit as almost all of them did not have any 
prior music background. Through their impressive performance, they also 
delivered a salient message of continuous and lifelong learning. 

Awards and Certifications 
In 2019, the Group and its various Business 
Units received several Human Resource (HR) 
awards in recognition of our exceptional HR 
practices and management standards. 

1. HR Excellence Award: Employee Retention 
(Silver) – ComfortDelGro Corporation 

 Organised by the Human Resource Magazine, 
ComfortDelGro Corporation clinched Silver 
in the Employee Retention category. The 
Award recognises distinguished organisations 
with exceptional employee management 
programmes and robust human resource 
management strategy.

2. Singapore Quality Class (SQC) with People 
– ComfortDelGro Driving Centre awarded 
re-certification in September 2019

 ComfortDelGro Driving Centre was recertified 
the SQC STAR with People by Enterprise 
Singapore, in recognition of its excellent 
management practices, commitment 
towards continuous improvement and 
sustainable business performance. Entities with SQC STAR 
have scored highly on the Business Excellence Framework, 
which provides a comprehensive set of management 
standards for business excellence, and covers seven areas 
– Leadership, Customers, Strategy, People, Processes, 
Knowledge and Results. 

3. Total Defence Award: NS Advocate Award – SBS Transit
 SBS Transit received the NS Advocate Award in the 

Total Defence Award 2019, in recognition of its strong 
support and advocacy efforts to national defence by 
implementing HR policies and practices that support 
NS and Total Defence.
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ComfortDelGro embraces diversity. We believe in creating an inclusive environment 
where our employees treat each other equally and with respect. We want to nurture 
a culture where diverse perspectives can help drive our Group forward and equal 
opportunities are given to all our staff.

DIVERSITY AND NON-DISCRIMINATION

Why This Issue is Material 
Diversity and non-discrimination are essential for employee 
satisfaction and retention, innovation, and a competitive 
workforce, all of which contribute to organisational excellence 
and long-term sustainability of the business. ComfortDelGro 
is committed to creating a culture of diversity, inclusion, and 
equal opportunity. We strive to provide a fair and supportive 
work environment for all our employees, regardless of their age, 
sex, marital status, sexual orientation, disability, race, colour, 
nationality, ethnic or national origin, religion, or affiliation to 
any political party or trade union. We aim to employ people 
who reflect the diverse nature of society and we value each 
of our employees’ contributions, both individually, and as part 
of the Group.

How We Manage This Issue 
Our hiring policies and terms and conditions of employment 
are compliant with relevant government regulations as well 
as human and labour rights. We do not state preferences or 
requirements for age, race, gender or religion in our recruitment 
advertisements. We pay special attention to the rights and needs 
of individuals at risk of becoming vulnerable or marginalised.

We take a zero-tolerance stance towards discrimination. 
Employees are recruited, remunerated, trained and promoted 
based on competence and merit. Complaints of discrimination 
or unfair work practices can be reported to the Management, 
the Union or Authorities responsible for employment matters, 
according to the country of operation. 

On 7 October 2019, 65 of our investors collectively issued 
a statement in support of the United Nations (UN) Women’s 
Empowerment Principles and strengthened their commitment 
to implement effective initiatives towards gender equality in the 
workplace, marketplace and community where they do business, 
so as to benefit workers, Management, society and Shareholders. 

ComfortDelGro is aligned with our investors’ views that gender 
equality contributes to increased benefits for the society, economy 
and better financial performance. With the appointment of a new 
female director at the start of 2019, female representation on our 
Board stands at 30%, which exceeds the 20% target established 
by the Council for Board Diversity. Female employees are well 
represented across all Business Units with a fair remuneration 
structure without gender bias.  With the support of our investors, 
ComfortDelGro will continue to build a company that promotes 
gender equality and creates value for all Stakeholders.

ComfortDelGro is a signatory in the Tripartite Alliance of Fair and Progressive 
Employment Practices (TAFEP)
We adhere to the five key principles of fair employment practices – recruiting and selecting employees on the basis of merit, 
treating them fairly and with respect, providing them with equal opportunities for training and development, rewarding 
them based on their ability, performance, and contribution and abiding by labour laws and the Tripartite Guidelines.

Group Performance Summary

Nationality
6 major 
nationalities

Board of Directors: 30%
Employees Group: 14.4%
 SBS Transit: 10.2%
 VICOM: 23.3%

Gender Diversity
Female Representation Age Profile

2019: 40.1% of 
employees are over 
50 years of age
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ComfortDelGro invests continually in our employees to develop their skills and talent. 
We ensure that employees understand their responsibilities and are given access to 
the necessary training to equip them for better job performance and to be adaptable 
in this increasingly complex world.

EMPLOYEE TRAINING

Why This Issue is Material 
The industries we operate in are increasingly being disrupted by 
technological advancements, while facing challenges such as 
resource scarcity and climate change. For our organisation to 
pursue new strategies and build new capabilities, our employees 
must be equipped with the necessary skills and knowledge. 
Beyond our need for strong and adaptable human capital, 
employee training is also part of our commitment to employees’ 
professional development and motivation.

How We Manage This Issue 
All employees receive performance and career development 
reviews annually. Employees are assessed on their competency 
and contributions, with executive-level staff having additional 
key performance tasks and targets to meet. 

We invest in a diverse range of training programmes for employees, 
according to their needs. Through training and development, 
we ensure that our employees are equipped with the relevant 
functional knowledge and operational skills they need to perform 
their jobs well.

Following our commitment to support our staff in their career 
development and journey of learning, we launched a series of 
leadership development programmes for employees of the 
Group in 2019. These programmes will create alignment of 
leadership ethos and leadership competencies expected of 
our leaders no matter which role or Business Unit they work in, 
provide structured training and development for our leaders as 
they grow and progress in their careers within the Group; and 
provide opportunities for employees from the various Business 
Units to come together to share experiences and exchange 
ideas for greater learning.

We work together with government agencies to enhance training 
and development programmes for the transport sector. In 2019, 
ComfortDelGro together with the LTA, National Transport Workers’ 
Union and the Public Transport Operators jointly developed the 
Rail Manpower Development Package (RMDP) and established 
the SGRail Industry Scholarship to upskill the rail workforce and 
attract more engineers to the sector.

SOCIAL

Group Performance Summary

Training Hours - Group Total

Employees: 28.2 hours per annum
Executives: 30.3 hours per annum
Non-Executives: 27.9 hours per annum

Training Hours - By Employee Category 
and Gender
 Male Female
Executives 34.5 19.3
Non-Executives 28.9 21.1
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Recognition for Staff 
Exemplifying and 
Contributing to Lifelong 
Learning 
In 2019, two SBS Transit employees 
were recipients of the SkillsFuture 
Fellowship Award, a tripartite initiative 
to recognise Singapore Citizens who 
have acquired deep skills through 
significant work experience in their 
industries or job functions. The 
recipients of this award must also 
be champions of lifelong learning 
and be committed to contributing 
to skills development of others. We 
have a total of six staff in the Group 
who have received this award over 
the years.

Digital Training to Upskill Cabbies 
in Singapore
ComfortDelGro Taxi has committed to send 10,000 cabbies 
to attend the customised SkillsFuture for Digital Workplace 
(SFDW) course, which is supported by early partners NTUC 
e2i (Employement and Employability Institure) and NTUC 
LearningHub by 2020. There are plans to expand the 
programme to the remaining cabbies after the first 10,000 
have been trained. 

With the taxi industry having undergone rapid digital 
transformation over the last few years, cabbies need to learn 
new digital skills to stay competitive. As such, ComfortDelGro 
Taxi partnered with the National Taxi Association (NTA) to 
form a Training Committee for Cabbies in June 2019. 

The Training Committee will help raise awareness on job 
opportunities created by technology, gather feedback about 
current training plans, identify training gaps required to 
seize those opportunities and facilitate cabbies to attend 
training. For example, as commuters rely less on street hail 
and cash payments, cabbies must know how to make use 
of relevant apps and other technological tools to secure 
passenger bookings, locate passengers, collect payment 
of fare, pay for parking, transact with the Company, and 
keep up-to-date with traffic conditions. As cabbies pick up 
foundational digital skills through the training to become 
familiar with common digital touchpoints and acquire digital 

literacy, their increased confidence and ability to leverage 
technology will help to enhance their incomes. 

Cabbies are sent for training by batches and are provided 
with training allowance to defray opportunity costs and 
encourage them to attend the training. Additional allowance 
support is provided for cabbies who are NTA members, 
demonstrating the strong bipartite partnership between 
ComfortDelGro Taxi and the NTA. As of end-2019, 4,000 
cabbies have completed the one-day training programme. 
Of those who have attended the programme so far, about 
two-thirds are in their 60s. 
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We are in the business of helping people get from where they are, to where 
they want to be. Transportation should be made accessible for everyone in an 
inclusive society. We are constantly on the lookout for ways to improve and expand 
our solutions, and to serve an even wider range of commuters. To this end, we 
continue to invest extensively in systems, processes and new technologies 
including wheelchair-accessible and low-floor buses.

ACCESSIBILITY

Why This Issue Is Material
Access to transportation is vital for independent living and crucial 
to poverty alleviation. An accessible and inclusive transport 
system is the building block of an inclusive society. In fact, 85% 
of Singapore residents are willing to accept delays of one to five 
minutes to allow people like the elderly and wheelchair users to 
board or alight from buses and trains, based on public feedback 
on the LTA’s Land Transport Master Plan 2040.  As a provider of 
land transport services, we are committed to providing inclusive 
services that are accessible to all, regardless of age or ability. 

How We Manage This Issue 
We are constantly on the lookout for ways to improve and expand 
our solutions, and to serve an even wider range of commuters. 
We are also committed to making our workplace accessible to 
our employees. For example, ramps and lift access as well as 
wheelchair-accessible restrooms are available at many of our 
buildings both locally and overseas.

We have invested substantially in wheelchair-friendly buses that 
are capable of transporting persons-in-wheelchairs (PIWs) safely 
and comfortably. In the UK and Ireland, all Metroline bus services 
and Scottish Citylink Coaches, and 82% of New Adventure Travel 
Group’s coaches are wheelchair accessible. In Singapore, 99% 
of SBS Transit buses are wheelchair accessible while 69% of 
ComfortDelGro Corporation (CDC) Australia operated buses 
and coaches are wheelchair accessible.

In Singapore, the UK and Australia, drivers of our wheelchair-
friendly bus services are trained in the correct way to deploy 
the ramps and assist the passengers. Since December 2018, all 
SBS Transit staff are required to attend Cares 1 and 2 training 
that focusses on ComfortDelGro’s eight Service Standards for 
different customers, including the elderly and the disabled. 
A new Cares 4.0 training was launched in January 2019 with 

a commuter inclusiveness approach on care and safety for 
commuters at our buses and trains, paying special attention to 
those with special needs, such as the elderly, PIWs, parents with 
children stroller, passengers with autism or dementia. There was 
a total of 2,456 trainings as of December 2019.

In the UK and Ireland, approximately 250 Scottish Citylink 
Coaches staffs have been trained in disability awareness and 
loading of wheelchairs onto vehicles, and 100% of Metroline’s 
vehicles are wheelchair accessible. Metroline has established 
internal maintenance protocols and procedures to support this, 
such as deploying the wheelchair ramp at the garage before any 
journey is started to ensure it is functioning. Metroline continues 
to organise accessibility communications activities, campaigns, 
and awareness and sensitivity training sessions with various 
partners throughout the year. In Australia, all Forest Coach 
Lines drivers as well as drivers from Blue Mountains Transit were 
trained on assisting the elderly and the disabled.

In addition to our buses, our taxi services are also disabled-
friendly. Our cabbies are trained to assist PIWs in the correct 
ways. In China, all drivers in Nanjing, Suzhou, Shanghai, and 
381 drivers in Jilin City have received such trainings. Drivers in 
Nanjing also provided free rides to the disabled on Disability Day. 
As the only driving school approved by the Authorities to train 
disabled students since 2010, Chengdu ComfortDelGro Qing 
Yang Driving school trained 29 disabled student students in 2019, 
bringing the total to 613 to-date. In Singapore, ComfortDelGro’s 
Driving Centre waived the S$850 annual membership fee for 
private driving instructors who train handicapped learner drivers. 

In London and Liverpool, all Hackney Carriages of Computer 
Cab are wheelchair accessible. 115 new self-employed drivers in 
London participated in Disability Awareness training. In Australia, 
all of Swan Taxis’ cabbies were trained to help the elderly and 
the disabled.

SOCIAL
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Group Performance Summary

Improving accessibility for vision-impaired  
commuters in Australia
CDC NSW collaborated with Guide Dogs NSW/ACT to improve bus drivers’ awareness around 
vision-impaired patrons of the community. Drivers-in-training participated in practical exercises 
to help them understand what it is like to suffer from vision loss, and thus better assist passengers 
who are blind or vision-impaired.

Going above and beyond to lend a helping hand
SBS Transit Station Manager Mr Eddie Yeow was awarded the National Kindness Award – 
Transport Gold in 2019 in recognition of his generosity and act of graciously extending a 
helping hand to an elderly lady and her daughter in 2018.  

After helping an elderly lady into her wheelchair when she needed assistance, Eddie noticed 
that her daughter looked tired and in low spirits. He therefore provided encouragement by 
sharing how he overcame the challenges of juggling between his shift work and caring for his 
aged parents. In addition, Eddie booked a taxi ride for them so that they could get home soon 
to rest. He walked them to the pick-up point and paid for their fare out of his own pocket.

Eddie’s action and words of encouragement touched the daughter’s heart and she thanked 
him on social media for what he had done for them that day, and more importantly, for giving 
her the strength to persevere.

99%
SINGAPORE

99%
UK & IRELAND

69%
AUSTRALIA

Wheelchair Accessibility On Buses
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ComfortDelGro is committed to community contribution in all geographies that we 
operate in. We actively support the vulnerable and reach out to them in various areas 
including education, welfare, disaster relief and health. By providing transport and 
mobility services, we are able to link people, places and communities.

LOCAL COMMUNITIES

Why This Issue is Material 
Pursuing benefits for the business and society are not mutually 
exclusive. ComfortDelGro is dedicated to adding a human touch 
and bringing positive changes to communities that share the 
same space as we do. Being responsive to the needs of different 
local communities enables us to create shared value for all, 
helping our local communities grow sustainably in tandem with 
our business. We also recognise the benefits of community 
initiatives on employee satisfaction and sense of fulfilment. 

How We Manage This Issue 
ComfortDelGro remains committed to giving back to our 
communities and bringing communities together by providing 
transport services and expertise where they are needed. In 2019, 
we continued to care for the poor, the elderly, the children, and 
the sick, donating over S$1.24 million to various charities, social 
organisations and welfare and educational institutions in all our 
locations of operation. 

Reaching Out to the Community 
Since 2016, our social enterprise GobblerCo has been assisting 
persons with disabilities and low-income single parents by 
providing them with training and employment. In August 2019, 
GobblerCo launched Get Genie, an e-concierge service that 
saves companies the hassle of having to deal with different 
service providers by offering different services on a single 
platform, while increasing the number of job opportunities to 
persons with disabilities and low-income single parents. For 
the support it has provided, GobblerCo was recently awarded 
the Certificate of Recognition for businesses at the SG Enable’s 
5th Enabling Employers Award 2019.

In 2019, SBS Transit launched a new community engagement 
project, Project MAGIC CARES Van, in collaboration with social 
enterprise I’m Soul Inc. Converted from an existing SBS Transit 
van, the Project MAGIC CARES Van transports instruments and 
staff volunteers into neighbourhoods to bring the community 
together through music-making enabled by Soundbeam 
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technology. A total of 22 staff volunteers and bus captains are 
involved in the sessions on a rotational basis to bring the music-
making experience to the communities at Toa Payoh and Ang 
Mo Kio every Thursday. 

ComfortDelGro Rent-A-Car also purchased more than S$1,500 
worth of Christmas cookies hand-made by beneficiaries of 
Movements For The Intellectually Disabled of Singapore (MIND). 
GobblerCo continued its “Gift-it-Forward” initiatives following 
the initiative’s success in 2018. Over S$25,000 worth of essentials 
were raised and distributed to 1,000 families in need in 2019.

ComfortDelGro Engineering continued its 15th year Yellow 
Ribbon initiative in partnership with Daud S Creative Barber to 
train ex-convicts to become barbers for their reintegration into 
society. It also continued to provide maintenance services at 
subsidised rates to charitable organisations under the National 
Council of Social Services. 

In the UK, Metroline undertook the refurbishment of a static bus 
located at Barking fire station in London, in June 2019. The bus 
is used by the community including local schools, faith groups, 
disabled groups, fire cadets and London Fire Brigade firefighters 
to educate and promote safety. 

Serving the Elderly Poor and Supporting the Needy
In Singapore, we continued to contribute to NTUC Eldercare, 
which provides social day care services to the elderly poor. 2019 
was another fruitful year as the 10th consecutive year (second 
five-year cycle) of partnership between ComfortDelGro and Lion 
Befrienders Service Association (Singapore) (Lion Befrienders). 
GobblerCo also supplied 130 packages of food and household 
items which were distributed by staff from ComfortDelGro 
Rent-A-Car to the needy. 

In China, ComfortDelGro contributed to disability tax payments 
and provided gifts to needy staff and drivers. In addition,  
11 staff volunteered a total of 44 days to provide travel assistance, 
information, directions and orders for the elderly, needy travellers 
and tourists.

Vietnam Taxi (Vinataxi) continued to sponsor the Lawrence S 
Ting Charity Walk that supports the poor and needy districts 
and provinces. Vinataxi also sponsored a charity trip to Tu Tam 
Nhan Ai house in May 2019.

Most recently, CDC, which has extensive operations in Australia, 
established a fund in January 2020 with an initial investment of 
A$250,000 to assist employees and members of its community 
affected by the Australian bushfires. Called the CDC We Care 
Fund, it will be used to assist in firefighting efforts and support 
families with immediate housing and living needs. CDC is also 
supporting firefighting efforts by providing paid leave and 
transport services to emergency service volunteers, as well as 
offering employee assistance counselling services to staff and 
their families affected by the fires.

Engaging the Young
ComfortDelGro is committed to helping our leaders of tomorrow.
In Australia, CDC Victoria donated A$50,000 through partnerships 
with the Western Bulldogs Community & Youth, and Myki 
Sponsorship for Western Chances in January and February 
2019 respectively. These donations support underprivileged 
but talented and motivated young people in Melbourne’s west 
to realise their potential through merit-based, tailor-made 
scholarships and opportunity programmes. Yearly Myki travel 
passes were also sponsored for disadvantaged students.  

CDC established a fund in 
January 2020 with an initial 
investment of A$250,000 to 
assist employees and members 
of its community affected by 
the Australian bushfires.
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In Jilin City, China, more than 10 of our cabbies provided two days 
of free taxi trips in May 2019 as part of the annual campaign to 
provide voluntary free transport to needy high-school students 
during National College Entrance Examination period.

VICOM in Singapore continued its second year of Lee Kuan Yew 
Fitzwilliam – National University of Singapore PHD Scholarships 
sponsorships. ComfortDelGro Driving Centre organised trips to 
the Road Safety Park as well as Road Safety Education talks to 
educate primary school children on good road safety habits. 
The talks were attended by more than 4,500 school children.

In Vietnam, Vinataxi sponsored almost 60 million VND towards 
the 10th Phu My Hung Look Forward to Children event. Vinataxi 
also contributed 32 million VND worth of bookstore vouchers 
for staff’s children with good academic results at the end of 
the school year.

Caring for the Sick 
In Singapore, 44 cabbies of CabbyCare Charity Group shaved 
their heads in support of Children’s Cancer Foundation’s annual 
Hair For Hope initiative, which marks the sixth year that they 
have supported this initiative. 

VICOM continued their outreach to Star PALS, a palliative home 
care service for children and youth with life-threatening or life-
limiting conditions, by maintaining donation boxes for Star PALS 
in its seven inspection centres. It also provided ComfortDelGro 
Taxi vouchers to children under the age of 19 years with life 
threatening or life-limiting conditions.

Elsewhere, our Business Units continued their support for various 
medical care and research establishments in cash or in kind. In 
the UK, Scottish Citylink raised £30,000 for children’s hospitals 
in Scotland through its Oor Wullie’s Big Bucket Trail. Metroline 
opened the doors of Potters Bar Bus garage to the public and 
donated proceeds from admission fees towards charities, including 
those supporting cancer research as well as the British Heart 
Foundation. CityFleet Networks also made donations towards 
cancer and palliative care, as well as provided support funding 
to Safespace American Society of Nephrology (ASN) families. 
In addition, ComfortDelGro Irish Citylink staff sold daffodils 
on Daffodil Day to raise funds for the Irish Cancer Society and 
supported local charities through complimentary travel vouchers 
worth €1,000 for worthy causes and as spot prizes. 

In Australia, Swan Taxis donated A$1,820 to Perth’s Children 
Hospital, the Cure Brain Cancer Foundation, and the Princess 
Margaret Hospital Foundation which support children undergoing 
life threatening treatment. Hunter Valley Buses have also raised 
A$2,500 through the Beanies for Brain Cancer campaign for the 
Mark Hughes Foundation that promotes brain cancer research 
and awareness.

Group Performance Summary

Corporate Social Responsibilities

Donations to Charity 
2017 :    > S$1.1m
2018 :    > S$1.15m
2019 :    > S$1.24m

CabbyCare, our Taxi Business’ 
cabby volunteer group, made over 
1,780 free trips to deliver meals 
and library books to the needy.
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Decommissioning and 
Refurbishing Old Taxis for 
Hospitals and Schools
ComfortDelGro Taxi has been decommissioning 
and donating taxis, starting with the Crown taxis, 
from as early as 1999. These were donated to 
hospitals, voluntary welfare organisations and 
schools for rehabilitation and education purposes. 

In the spirit of giving this past Christmas, 
ComfortDelGro Taxi decommissioned a Comfort 
Sonata taxi and presented it as a gift to Tan Tock 
Seng Hospital (TTSH). The decommissioned taxi 
will be used in TTSH’s car transfer training at its 
new Integrated Care Hub building, slated to open 
in 2022. In the meantime, the taxi is placed at the 
main hospital for TTSH occupational therapists 
to train patients with mobility issues and their 
caregivers to get in and out of the car safely. 

To-date, 27 Crown and Sonata taxis, at a combined value of over S$90,000, have been decommissioned and gifted to 
hospitals and schools for rehabilitation and education purposes.

Bringing Cheer to the  
Elderly and the Sick
In 2019, VICOM conducted several events to 
engage the elderly and sick. During the Chinese 
New Year period, they held celebrations for 220 
seniors from the Thye Hwa Kwan @ Indus Moral 
Centres, as well as patients and staff of HCA Kang 
Le Hospice (Marsiling), gifting red packets to the 
former group.

In May 2019, 16 patients from the same hospice 
were invited to participate in a cupcake baking 
session at SASCO Senior Citizens’ Home at Khatib 
(SASCO@Khatib). There, our staff volunteers 
organised a singing session with the patients and 
assisted them with light exercises before treating 
them to a healthy lunch buffet. The volunteers 
then teamed up with the patients to bake and 
decorate their cupcakes which they got to bring 
home to share with their loved ones.
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