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1. [bookmark: _Toc67917478]Introduction
For a better understanding of the concept, it is appropriate to describe the terms "community" and "engagement". Therefore, community refers to a group of individuals who share a similar place, a common interest or a similar identity. Individuals and groups with common needs also exist. The term "engagement" refers to a series of relationships that are helpful to all parties involved. That may be anything from supplying basic knowledge to helping with neighbourhood events (Hertfordshire Council, 2015).
Community engagement it is broadly defined as implementation of institutional resources, such as expertise and knowledge of technical infrastructure, physical space, faculty and students to solve problems which are facing communities using the collaboration between these communities (Wilkins and Alberti, 2019). In other words, community engagement it is defined as the process in which institutions or groups are working with each other to address situations that impact the well-being of the existing groups (Douglas et al, 2017). In addition to the definitions given, the National Standards for Community Engagement describe community engagement as the process of developing and sustaining a working partnership between one or more public agencies and one or more community teams in order to better recognise and resolve the community's needs or circumstances (Ahmed and Palermo, 2010).
FirstGroup plc it is a company which offers transportation services in the UK and North America, being considered a leading provider. The company offers convenient mobility services, connecting communities and people to boost the quality of life (FirstGroup plc, 2021). This report aims to analyse the best practices of community engagement used by FirstGroup and provide recommendations to how the company can improve their community engagement to achieve competitive advantage. 
2. [bookmark: _Toc67917479]Principles of community engagement
Nine core concepts are required to help leaders and organisations shape successful participation mechanisms and alliances, according to Principles of Community Engagement (CDC, 2011).
· Be clear about the purpose, goal and the community you want to engage. Researchers and organisers must state clearly what the aim of the group activity is – is it to collect input and create services, or is it to recognise problems and make joint decisions to resolve evolving issues.
· Go to the community
· Respect and Promote the individuality of people in the community
· Look for collective self-determination
· Partnering with the community  
· Respect community diversity and culture
· Identify and mobilise community assets
· Maintain flexibility
· Community collaboration and long-term commitment (CDC, 2011).
FirstGroup become a leader provider by following these principles. Therefore, in a charity project developed by FirstGroup, the company stated clear their purpose, goal and community, which was to help young people on their journey to a better mental health (FirstGroup Annual Report and Accounts, 2019). It is vital to perform study to acquire knowledge of the population, including its society, social networks, economic circumstances, dynamics, history, and experiences (CDC, 2011). FirstGroup it is a company who managed to develop their services, make a name for their company and create numerous charity events because they were interested in their community and the needs of people. 
Furthermore, FirstGroup started their development by creating connection with key leaders of the communities to find people concerns, needs and issues. Later they integrated people from community in the business activities and events (FirstGroup plc, 2021), thus punctuating the third and fourth principles of community engagement.
 The local management teams of the company identify and understand the needs of their local customers, as well as forming relationships that provide improved services and benefit to both the company and the communities it represents. They also understood that community partnerships are critical. According to the Annual Report and Accounts of FirstGroup, 2019, the company stated that, the more diverse their workforce, the wider their skills and the better their chances for growth and creativity. Equality of opportunity, diversity, and inclusion are important to them at every stage, both in the Boardroom and in the organisation. Moreover, they offer services and assistance for disabled people and those who are struggling to travel.
Collaboration with people and organisations to develop new expertise aids in the long-term sustainability of partnerships and results. TOCs, for example, cooperate with small local user organisations and Regional Rail Partnerships to expand services for individual communities, while also forming long-term strategic relationships with Network Rail, a national transport contractor. 
For a sustainable Community Engagement, the company provides all information related to price, services, partners, events, charity, offering a transparency. Moreover, the company engage with the community by listening to their concerns and incorporate their feedback in the decision-making. Thus, they respect eversion’s voice.

3. [bookmark: _Toc67917480]Analysis of First Group best practices on community engagement and stakeholder’s participation
3.1. [bookmark: _Toc67917481]Community engagement best practice
[bookmark: _Hlk67672454]Community engagement, or ‘public engagement,' is a method of incorporating public concerns, wishes, and principles into political and business decision-making (Creighton, 2005 cited in Gordon et al, 2013).  According to FirstGroup Annual Report and Accounts (2019), the company view about community engagement it is that this can help in maintaining and improving their long-term relationships with clients and other stakeholders. In doing this, the company have well-developed mechanisms which help the company to manage, respond and appreciate the needs of the communities, FirstGroup it is using their feedback and incorporate this in their decision-making. By conducting regular surveys, FirstGroup can listen and understand the needs of community and they can incorporate their feedback in their decision-making. An example in this case it is the annual stakeholder satisfaction surveys in First Rail.
In a study about ‘Climate change community engagement’, conducted by Meiklejohn et al (2018), the authors found that training on engagement techniques and supporting the leaders within the community can have a big benefit for the community as they can increase employee engagement with the community. Regarding the measures taken by the company in this regard, FirstGroup exercises focus on incorporating community involvement practices at the local level into the whole group. Therefore, training on engagement techniques for employees and structured community engagement plans are some measures the company implemented to ensure that the team is going beyond their daily contact with the direct clients and that they are listening and understand their needs (FirstGroup Annual Report and Accounts, 2019).
Among trainings and surveys, the company it is working with charities. They volunteer their time, talents, and money to support social projects that are vital to local and national communities. Hundreds of charitable groups were funded in 2019 by corporate grants and in-kind contributions, including commercial space and car rentals, festival sponsorships, and travel tickets.  Moreover, they use their valuable expertise as a transportation service to promote programmes for the community members by providing volunteer drivers and vehicles. In the United Kingdom, the company donated advertisement space through their network to support Action for Children, a charity selected by the employees, spread their appeal to millions of people. Furthermore, their workers go beyond and beyond, donating their time and resources to fundraise and promote organisations that they care about (FirstGroup Annual Report and Accounts, 2019). The good practice of community engagement brought rewards to the company. According to FirstGroup Annual Report and Accounts, 2019, GWR won the Best Advertising Collaboration competition for a medium-sized organisation at the Annual Payroll Giving Excellence Awards in 2019, showing that their services continue to be regarded as best practise.
Another example is First Rail which contributes to the city through its Consumer and Communities Investment Funds (CCIFs), which invest in initiatives along their lines of route that show real community value, address a social need, and are not for profit, in areas such as schooling, social inclusion, transit connectivity, and the availability of better travel information. These examples are outlining the ability of FirstGroup to focus not only on one sector, but to reach all sectors of the community. Reaching out to people from different walks of life make the company to include all members of the society. Therefore, all have the same ability to have their thoughts expressed and respected. By practicing good community involvement, the company was able to form new connections and reach wider groups. 
3.2. [bookmark: _Toc67917482]Stakeholder engagement
According to Gordon et al (2013), stakeholder participation is a vital component of responsible and long-term management. Stakeholders are any organisation or person who has a stake in or is affected by an issue. 
Customers are a significant form of stakeholder. Companies make concerted attempts to satisfy the desires and wishes of their clients (Al-Murani et al, 2019).  In addition to customers, other important stakeholders of the company are communities, investors, government, employees, partners and suppliers. In community engagement collaborative working between stakeholders foster the achievement of mutual goals. An example of engagement between the stakeholders of the company is the collaboration between FirstGroup and national and local disability groups. By working together and with the community as well they now assist customers with disabilities or limited mobility and they continue to engage in making their programmes more available and expanding the support they provide to people with disabilities, for example, by improved staff preparation or more accessible cars. Moreover, the local management teams are skilled at defining and understanding the needs of their local customers, as well as creating relationships that offer better services and benefit to both the organisation and the communities it represents. 
Informing the community about their problems, alternatives, opportunities and solutions through different methods, for example the need of adapting the transportation vehicles to those with different disabilities; consulting with the communities by taking their feedback and incorporating it in the decision making (through interviews and regular surveys); Involving more local participants in the business activities for a better understanding of the concerns and issues and collaborating with them to solve these issues, for example, the company has involved different local companies and also communities to work closely with them in reducing the impact of waste in First Rail; empower localities to take responsibility and deliver services themselves by volunteering on their charity programs, represent steps which made the company to increase their level of community engagement by reaching the five levels of locality engagement (Amanda, 2014)
4. [bookmark: _Toc67917483]Conclusion and Recommendation

In conclusion, FirstGroup, a company which is leading the market, offering transportation services, showed good practice of community engagement within their communities. The leaders recognised that it is crucial to understand community engagement in order to expand the practise and its values within the organisation. Thus, they ensured local communities, stakeholders and voluntary sector organisations work together to plan, develop, deliver and evaluate the company initiatives.  Strong community involvement aids the company to maintain and improve the long-term relationships with clients and other stakeholders. Moreover, by engaging with communities through regular dialogue, surveys, local events, reports, charitable events and employee volunteering, they managed to respond and appreciate the need of the community.
For a sustainable community engagement, FirstGroup should focus on training their employers about community engagement. In doing so they should start at the top with the leaders and create a long-term training plan. Moreover, in order to get people and communities involved in their activities, the company should make it as easy as possible for them to get involved, by implementing communication methods that are responsive to the needs of disadvantaged or isolated individuals, newly formed communities, people with low literacy or developmental disabilities, and others that do not use digital or social media.
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