


WHO WE ARE

On June 1, 2006, Knutsford Express started its service, committed to providing true world-

class transportation to Jamaicans desirous of commuting safely and in style between our 

capital city Kingston and our tourism capital city of Montego Bay.

The passion underlying our company is to consistently surpass the best service available in 

Jamaica, including that provided to visitors in our beloved tourism industry. It is through 

providing quality service with strict emphasis on punctuality, courtesy, comfort and safety 

that we will be able to grow and be profitable.

Our primary concern is OUR CUSTOMER!  Please remember that all our practices and rules 

are designed with you in mind.

Our commitment to roll out on time is in keeping with the respect that we have for 

you, your time and our efforts to meet our time targets promised. (It is important not to 

inconvenience our passengers by leaving late - check-in early, do not ask us to hold back the 

bus).

Our contract with you is to take you City2City with only one rest stop in Ocho Rios to 

complete our hassle-free journey. (Please do not ask us to stop en route)

Knutsford Express provides the most comfortable and effortless way to travel between 

Kingston, Ocho Rios, Montego Bay, Falmouth, Savannah-La-Mar, Mandeville, Negril, 

Luana, Gutters and, since 2015, Port Antonio, Port Maria and Annotto Bay.

Travel in ease with our professional drivers trained to efficiently and safely commute 

our roads and highways.  Enjoy the scenery and ride in our air-conditioned environment 

complete with refreshing bottled water as you recline in your seat.

Sit back and relax, let us do the driving for you.  

We’ll get you there safely and on time.

WHERE WE GO...

MONTEGO BAY

NEGRIL

LUANA MBJ AIRPORTSAVANNAH-LA-MAR

OCHO RIOS

PORT ANTONIO

KINGSTON

GUTTERS

FALMOUTH

PORT MARIA

MANDEVILLE

ANNOTTO BAY
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NOTICE IS HEREBY GIVEN that the 2015 Annual General 

Meeting of KNUTSFORD EXPRESS SERVICES LIMITED will 

be held at the Grandiosa Hotel located  at 3 Ramparts Close, 

Montego Bay on Wednesday, October 28, 2015 at 10:30 

a.m. for the purpose of transacting the following business:

1. To receive the Audited Accounts for the year ended 

May 31, 2015 together with the reports of the Directors 

and Auditors thereon,

 The Company is asked to consider, and if thought fit, 
pass the following resolution:

 Resolution No. 1

 “That the Audited Accounts for the year ended May 

31, 2015, together with the reports of the Directors and 

Auditors thereon, be and are hereby adopted.”

2. To elect Directors.

 (i) The Directors retiring by rotation in accordance 

  with Regulation 99 of the Company’s Articles of 

  Incorporation are Messrs. Gordon Townsend, 

  Anthony Copeland, Wayne Wray, Peter Pearson 

  and Johann Heaven, who, being eligible for re-

  election, offer themselves for re-election.  

 The Company is being asked to consider, and if thought 

fit, pass the following resolutions:

 Resolution No. 2

 “That the Directors, retiring by rotation, be re-elected 

by a Single Resolution.”

 Resolution No. 3

 “That Messrs. Gordon Townsend, Anthony Copeland, 

Wayne Wray, Peter Pearson and Johann Heaven be and 

are hereby re-elected as Directors of the Company.”

3. To ratify interim dividends

 The company is asked to consider, and if thought fit, to 
pass the following resolution:

 Resolution No. 4

 That the interim dividend of fifteen (15) cents per share 
paid on September 15, 2015 be and is hereby ratified 
and declared final for 2015.

4. To approve the remuneration of the Directors.

 The Company is asked to consider, and if thought fit, to 
pass the following resolution:

 Resolution No. 5

 “That the amount shown in the Audited Accounts of 

the Company for the year ended May 31, 2015 as fees 

of the Directors for their services as Directors, be and 

are hereby approved.”

5. To appoint Auditors and to authorize the Directors to 

fix the remuneration of the Auditors.

 The Company is asked to consider, and if thought fit, 
pass the following resolution:

 Resolution No. 6

 “That the remuneration of the Auditors, 

CrichtonMullings & Associates, who have signified 
their willingness to continue in office, be such as may 
be agreed between the Directors of the Company and 

the Auditors.”

 Dated September 16, 2015

 By Order of the Board

 _________________________

 Denise Douglas

 Company Secretary

 Registered Office
 3 South Road

 Kingston 10

NOTE:

1.  A member entitled to attend and vote at the meeting 

may appoint a proxy, who need not be a member, 

to attend and so on a poll, vote on his/her behalf. A 

suitable form of proxy is enclosed.  Forms of Proxy 

must be lodged with the Registrar of The Company, 

Jamaica Central Securities Depository, 40 Harbour 
Street, Kingston not less than 48 hours before the 
time of the meeting.

2.  A Corporate shareholder may (instead of appointing 

a proxy) appoint a representative in accordance 

with Regulation 77 of the Company’s Articles of 

Incorporation.  A copy of Regulation 77 is set out on 

the enclosed detachable proxy form.
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VISION STATEMENT

To be the premier provider of quality transport solutions 

by offering a safe, reliable, enjoyable and cost-effective experience, 

with customer satifaction as the primary focus.

MISSION STATEMENT

The mission of Knutsford Express 

is to provide distinctive transport solutions, 

delivered by well-trained and motivated professionals 

who consistently deliver worldclass service 

that adds value to our customers’ experience, 

thereby enhancing profitability.
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CHAIRMAN'S STATEMENT

The goals set by our team for the year ending May 31, 

2015 were met with great satisfaction.   The synchronicity 

in teamwork and performance in all departments 

and performance throughout the company supports 

management’s continous staff development efforts to 

meet both the Mission and Vision for the company.

The new, upgraded coaches, with the added amenities 

of plusher seating, charging ports and an enhanced 

powertrain to handle the challenges of the new highway, 

have contributed to the greater satisfaction of our 

customers.  Listening to the needs of our customers on 

the south coast, we added an express stop at Gutters, 

integral to the growth of key markets from Santa Cruz, 

Junction, Southfield and Treasure Beach.   We continue to 

be rewarded with strong growth from this route.   

During the year we opened our Port Antonio operation at 

the elegant Errol Flynn Marina thus making this special area 

of the island more accessible to our customers.  It also adds 

affordable travel options to visitors to our island as well as 

seafarers visiting by boat.

As a company we are always committed to providing the 

very best to our customers in terms of safety, punctuality, 

integrity and quality customer service.  Our sustained 

investment in human development and staff training is 

geared to increasing customer satisfaction.

I take this opportunity to convey my sincere appreciation 

and thanks to a great cadre of staff, ably supported by a 

solid team of managers and directors, for a great year.

________________________

Gordon Townsend

Chairman
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CHIEF EXECUTIVE OFFICER'S REPORT

Our company has completed its first full year of being listed 

on the Junior Market of the Jamaica Stock Exchange and 

has experienced growth in every area.   Our shareholders 

will be pleased with the continued growth in net profit of 

$69M, an increase of 38% over the previous year and the 

commensurate 20% increase in our company’s share price 

to $6.10.

  

We have been responsive to our customers’ needs by 

adding route extensions from Ocho Rios to Port Antonio 

and on the south coast, adding a stop at Gutters, 

St. Elizabeth.  This has allowed us to increase our revenues 

by 40% from $323M to $451M.     

Knutsford Express Services Limited remains healthy as our 

accumulated surplus has risen to $177M from $108M in 2014 

while total assets have expanded to $279M, an increase of 

30%.

Our efforts to add value to the transport sector have been 

recognized as evidenced by the “New Investment, Business 

Development and Expansion Award” the Montego Bay 

Chamber of Commerce and the nomination of our CEO for 

the prestigious Business Observer Business Leader Award. 

The safety of our customers and staff are paramount.  

Accordingly, Knutsford Express continues to focus on 

increasing the safe operation of our fleet of buses.  

The new staff position of Safety Officer, in addition to 

new training modules for our customer transportation 

officers, maintenance team and other staff have allowed 

us to further this objective.  Our customer transportation 

officers continue to receive commendations for creating an 

enjoyable and safe experience in our coaches on the roads.   

We have in the last year introduced three (3) new coaches 

and will increase our fleet by another seven (7) coaches 

before the end of January 2016, thereby raising the 

commuting experience between Kingston and Montego 

Bay.  With even more comfortable seats and personalized 

passenger amenities, we look forward to the growing 

demand for our service and satisfying ever increasing 

customer expectations.

____________________
Oliver Townsend

CEO



DIRECTORS’ REPORT

The Directors are pleased to present their report for the 

financial year ended May 31, 2015.

FINANCIAL RESULTS $

 Profit before Taxation 74,468,626
 Taxation 5,128,830

 Net Profit 69,339,796

 Retained Earnings 

    at the beginning of the year 108,308,051

 Retained Earnings

    at the end of the year 177,647,847

DIVIDEND

The Directors are recommending that interim dividends of 

fifteen (15) cents paid on September 15, 2015 be ratified and 

declared final for 2015 by the shareholders in the general 

meeting as the Directors do not propose to declare any 

further dividends from the audited profits realized during 

the financial year ended May 31, 2015.

THE BOARD

The Directors as at May 31, 2015 were as follows:

 Gordon Townsend Wayne Wray

 Oliver Townsend Peter Pearson

 Anthony Copeland Johann Heaven

In accordance with Regulation 99 of the Company’s Articles 

of Incorporation, Directors Gordon Townsend, Anthony 

Copeland, Wayne Wray, Peter Pearson and Johann Heaven 

will retire by rotation and, being eligible, offer themselves 

for re-election.

AUDITORS

The company auditors, CrichtonMullings & Associates, 

have indicated a willingness to continue in office pursuant 

to the provisions of Section 154(2) of the Companies Act.

The Directors wish to place on record their appreciation 

and recognition of the dedicated efforts and hard work of 

the officers and staff of the company.

FOR AND ON BEHALF OF THE BOARD OF DIRECTORS

_________________________________

Gordon Townsend

Chairman
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MANAGEMENT DISCUSSION AND ANALYSIS

Knutsford Express Services Limited is a transportation 

service company dedicated to offering customers an inter-

island luxury coach experience in Jamaica of the highest 

international calibre.

The Company was born out of the desire to bring to the 

Jamaican marketplace a service equal to or surpassing 

that offered to tourists visiting Jamaica, but in the area 

of transportation services.   The service began on June 1, 

2006 with twenty-eight (28) departures weekly between 

Montego Bay & Kingston. We now have one hundred and 

eighty (180) departures weekly from some eleven (11) 

towns and cities.

Significant time and resources have been invested to ensure 

the safety and reliability of our buses by modernizing our 

fleet and employing a world-class maintenance system. 

We are devoted to serving our customers and remain 

committed to not cancelling scheduled trips.    

While we opened the concept of travel by coach in Jamaica 

in recent years and have consolidated with the acquisition 

of the Southcoast Express operation, our goal is to create an 

experience onboard our coaches at a cost that encourages 

our customers to leave their vehicles behind.  As a result, 

their time with us will be more relaxing, entertaining and 

productive.  

We are proud of the fact that travel by coach helps our 

country in many ways:-

• Reduces pollution – our service removes scores of 

vehicles off our roads each day as customers use our 

environmentally friendly buses.

• Reduces accident rate on our highways – for the 

same reason as above, while our well-maintained 

coaches, well-trained and defensive driving minded 

customer transportation officers (CTOs), i.e. our 

drivers, take our customers safely across the island. 

• Increases productivity of our country – our customers 

can do more and achieve more while on the road 

with us.   With our onboard WiFi environment and 

comfort, our passengers can get work done while 

relieving stress and reducing personal risk associated 

with driving themselves.

TYPES OF SERVICES/PRODUCTS OFFERED

We offer the following services:-

• Scheduled Intercity Luxury Coach Transportation 

 This service comprises the core of our business.  It 

is a non-stop service between our Montego Bay, 

Falmouth, Ocho Rios & Kingston depots via the north 

coast & Montego Bay, Sav-La-Mar, Luana, Mandeville 

and Kingston on the south coast.

• Courier Service

 This is a centre to centre service between our offices 

that offers a cost-effective seven (7) day operation 

with customer-friendly office opening hours.

• Private Hire

 We offer hiring services for select customers

• Special Event Shuttles

 Our association with major events brings value to 

patrons that want to party and rest while being taken 

back to their home town at a very reasonable cost.



FINANCIAL PERFORMANCE

During the last five (5) fiscal years, revenue has increased 

by a compound annual growth rate (CAGR) of thirty-eight 

percent (38%) to just over four hundred and fifty one million 

dollars ($451M) in 2015, with revenues growing 122% over 

the last two years. 

 

Net profit has also improved to sixty-nine million ($69M).  

This equates to a net profit margin of fifteen per cent (15%) 

and represents a CAGR of approximately fifty-six per cent 

(56%).  To facilitate customer demand, management has 

materially increased the size of the coach fleet and has 

opened several hub stations. Going forward, our plans 

are to implement and expand connections to our north 

and south coast routes. We anticipate that this will lead to 

enhanced revenue and greater profitability.

 

During the similar period, the Company has grown its 

asset base by a CAGR of forty-eight per cent (48%) to just 

over two hundred and seventy-eight million ($278M). The 

primary reason is the increase in the coach fleet and the 

need to provide a greater number of seats to support 

customer demand.  Whereas liabilities which consist mainly 

of trade payables and bank debt have remained at roughly 

the same level at around fifty million ($50M) over the last 

three years.   In this period working capital has moved from 

twenty-three million ($23M) in 2013 to eighty one million 

($81M) in 2015.

 

REVENUE
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MANAGEMENT DISCUSSION AND ANALYSIS

Accumulated surplus has grown by a CAGR of sixty-three 

per cent (63%) to just over two hundred twenty nine million 

($229M). 

 

Selling, general and administrative expenses increased by 

41% in 2015 to $372M from $264M over the previous year 

primarily due to significant strengthening of management 

and staffing to attend to increased passenger loads, 

heightened customer expectations while building the 

structure for continued growth.   Our investment in fuel 

efficient buses have further complemented favourable 

fuel prices by containing our 2015 fuel costs at $71M, just 

12% over the $63M in 2014.    As a percentage of revenue 

fuel costs have dropped to 15.6% in 2015, down from 19.5% 

in 2014.   

THE FUTURE

We are very confident about the financial future of 

Knutsford Express.  The Company will continue to benefit 

from the significant investment in our fleet and customer 

service.

• Revenues - We expect the maturing of our new 

route to the south coast, further adjustments to 

our schedule and drop-off locations will combine 

to drive revenue growth early in the next financial 

year.  In addition, we expect to grow our ridership 

with continued innovations in our service.

• Fixed Cost Reduction – our investment in renewable 

energy should yield a forty per cent (40%) reduction 

in our electricity costs.
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CORPORATE GOVERNANCE

 ANNUAL BOARD OF AUDIT COMPENSATION
 GENERAL DIRECTORS’ COMMITTEE COMMITTEE 
 MEETING  MEETINGS  MEETINGS MEETINGS

Number of meetings for the year 1 4 4 2

Gordon Townsend 1 4 -- --

Oliver Townsend 1 4 4 2

Anthony Copeland 1 3 1 2

Wayne Wray 1 4 4 2

Peter Pearson 1 4 4 2

Johann Heaven 1 4 1 --

The Board of Directors of Knutsford Express Services 

Limited is responsible for the Company’s system of 

corporate governance and is ultimately accountable for 

the Company’s activities, strategy, risk management 

and financial performance.  The Board has the authority, 

and is accountable to shareholders, for ensuring that the 

Company is appropriately managed and achieves the 

strategic objectives it sets.  

BOARD OF DIRECTORS COMPOSITION

The Board of Directors is comprised of board members, 

who are qualified, objective, committed, possess diverse 

skill sets and the background to effectively serve on the 

various committees of the board.  As at May 31, 2015, the 

Board comprised four non-executive directors and two 

executive directors.  The names of the directors and their 

qualifications are set out in the Directors’ Profile section of 

this report.

THE BOARD AND ITS COMMITTEES - 

Board of Directors

Gordon Townsend – Chairman  

Wayne Wray

Oliver Townsend – CEO/Managing Director 

Peter Pearson

Anthony Copeland    

Johann Heaven

AUDIT COMMITTEE

Peter Pearson – Chairman 

Wayne Wray      

Oliver Townsend    

COMPENSATION COMMITTEE

Wayne Wray – Chairman

Peter Pearson

Anthony Copeland

The Members of the Committee and their attendance at the respective meetings for the 2015 financial year is 

reflected in the Table below:



BOARD OF DIRECTORS' PROFILES
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Gordon Townsend

Chairman & Non-Executive Director

Gordon Townsend is Chairman of the company. Prior to 

joining the company he served for over 40 years in the 

tourism industry where he held numerous positions.

His career in tourism began as a hotelier where he served 

as Managing Director of the Montego Bay Club Resort for 11 

years.  In 1982, he shifted his focus to his own newly formed 

company, Caribic Vacations, a destination management 

company which provides hosting, transportation and 

other holiday services to the tourism industry and where 

he remains as Chairman. During this period, Mr. Townsend 

has served as Director of the Jamaica Tourist Board and 

Councillor to the Jamaica Hotel & Tourist Association. 

He has also served as Deputy Chairman of the Freezones 

of Jamaica. He currently serves as Chairman of the 

Management Committee of CATI and the Western Division 

of HEART Trust Foundation training centre. He is a Justice 

of the Peace.

Oliver Townsend

Chief Executive Officer & Director

Oliver Townsend is the Chief Executive Officer of the 

company. Mr. Townsend has served in the Tourism & 

Service Sector for over 24 years in various management 

capacities including those that involved marketing locally 

& overseas. His career began in Caribic Vacations, a family-

owned destination management company, where he 

served as Director of Transport and CEO. 

He also serves as Director of Caribic Vacations Limited. 

Mr. Townsend holds a B.Sc. in Electrical Engineering from 

the New York Institute of Technology, as well as an MBA 

from the Florida International University.
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BOARD OF DIRECTORS’ PROFILES

Anthony Copeland

Executive Director

Anthony Copeland is an Executive Director of the Company 

with special focus on and responsibility for Operations, 

Maintenance and Standards.  Mr. Copeland began his 

career in the private sector at Manhattan House in the area 

of marketing before leaving to serve his country which led 

to 18 years in the Jamaica Defence Force in the Engineering 

Regiment. 

With this expertise gained in Transport and Logistics his 

career led him in 1996 to become the Technical Advisor 

in Metropolitan Management Transport Holdings, with 

responsibility for designing the public transportation 

system in the KMTR.  His success led to his assignment 

as Managing Director of the newly formed Montego Bay 

Metro Limited, which he did successfully for 13 years. 

He is currently serving as President of the Lion’s Club of 

Montego Bay.

Peter Pearson

Non-Executive Director 

and Chairman of The Audit Committee

Peter Pearson, a Non-Executive Director of the company 

and Chairman of the Audit Committee, joined the Board of 

Directors on 4 December 2013.

Peter is a graduate of Cornwall College and the University of 

the West Indies  from which he holds a BSc. (Management 

Studies). Peter is a Fellow of the Institute of Chartered 

Accountants and a Fellow of the Chartered Association of 

Certified Accountants.

Peter has significant experience in public accounting and 

retired as a partner of PricewaterhouseCoopers on 30 

June 2013 after 39 years with the firm, with 26 of those as 

a partner. As an assurance partner his portfolio of clients 

included companies in hospitality, banking, real estate, 

government and others. He is presently a director and 

member of the audit committee  of a number of other 

companies. Peter has been a Justice of the Peace since 

1987.
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Johann Heaven 

Non-Executive Director

Mr. Johann Heaven, Non-executive Director, was appointed 

to the Board of Directors on February 5, 2014 and is currently 

the Senior Vice President at Proven Management Limited 

responsible for leading the Investment Team. He has many 

years of experience in finance and banking, including 10 

years at Scotia Investments Jamaica Limited (formerly 

Dehring Bunting and Golding Limited), where he was Vice 

President for Projects, Strategic Planning and Research.    

 

Mr. Heaven is a Chartered Financial Analyst (CFA) charter 

holder, and has a Master’s Degree in Finance from 

the University of London and a Bachelor’s Degree in 

Management and Economics from the University of the 

West Indies. He is also a member of the Board of Directors of 

Proven Management Limited, Proven Wealth Limited, Asset 

Management Company Limited, Jamaican Foundation for 

Lifelong Learning and Aeronautical Telecommunications 

Limited.

Wayne Wray

Non-Executive Director & Mentor

The company’s Non-Executive Director and Mentor, 

Mr. Wayne Wray, was appointed to the Board of Directors 

on April 17, 2012.  His portfolio of experience and expertise 

includes executive leadership and management positions 

in the field of finance and banking. 

He is a past Chairman of Jamaica Institute of Bankers, as 

well as the Caribbean Association of Banks. Licensed by 

the Financial Services Commission as an investment advisor, 

Mr Wray is the principal director of Wiltshire Consulting & 

Advisory Limited. He is also Managing Director and Principal 

Shareholder of 365 Retail Limited, an authorised dealer 

retailing and distributing petroleum and lubricants for Total 

Jamaica Limited.  He is committed to nation building and 

serves on the Board of several community development 

organizations.
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KNUTSFORD EXPRESS SERVICES LIMITED

LIST OF TOP TEN LARGEST SHAREHOLDERS
As at May 31, 2015

SHAREHOLDER UNITS

1. Oliver Townsend 33,526,664

2. Anthony Copeland 23,926,664

3. Proven Investment Limited 20,000,002

4. Gordon Townsend 17,526,664

5. Donald Chin/Sonia Chin/Robert Chin/Bruce Chin 979,480

6. Lannaman & Morris (Shipping) Limited 974,899

7. Tricia-Ann Bicarie/Garcia Bicarie 381,652

8. Barbara M. Levy/Andre Levy 381,541

9. Melissa Cammock 300,000

10. David Chin/Joyce Chin 190,792

10. Paula Townsend 190,792

10. Courtney Watson 190,792

SHAREHOLDINGS OF DIRECTORS AND CONNECTED PARTIES AS AT MAY 31, 2015

DIRECTOR SHAREHOLDINGS CONNECTED PARTIES SHAREHOLDINGS

Oliver Townsend 33,526,664 ---

Anthony Copeland 23,926,664 ---

Johann Heaven 20,000,002 Proven Investment Limited

Gordon Townsend `17,526,664 ---

Wayne Wray 100,000 Christine Randle

Peter Pearson 35,000 Yvonne Pearson

SENIOR MANAGEMENT TEAM

Fritz Davis

Maintenance Manager

Hopeton Thompson

Operations Manager

Joan Johnson

HR & Training Manager

Kedon Peterkin

Customer Service & Jamaica West Manager



OUR GUIDING VALUES

Our guiding values are those enduring values our company 

feels are important to it.  These values outline the behaviours 

and priorities that guide our company’s decision making as 

it relates to our team members and our customers.

The following represents our seven core values:

• SAFETY

• RELIABILITY

• INTEGRITY

• TEAMWORK

• TOTAL CUSTOMER FOCUS

• CONTINUOUS IMPROVEMENT

• MUTUAL RESPECT

SAFETY

The safety of our valued customers is of paramount concern 

at Knutsford Express. This concern is reflected in making it 
the cardinal principle at our company and the first among 
our seven guiding values.

Safety is a value on which we will never compromise, no 

matter the circumstances.  We defer at all times to the 

functional authority of the Knutsford Express customer 

transportation officer.  If he or she is of the view that a bus 
is not roadworthy, that view becomes the pre-eminent 

view, and that bus will not leave the station.

Safety will always be the by-word of Knutsford Express.

RELIABILITY

We are cognizant of the fact that what our customers want 

most is consistent performance… a service that they can 

depend on.  We are committed to live this value of reliability 

every day by: 

 - doing what we say we are going to do; 

 - doing it when we say we are going to do it; 

 - doing it right the first time; 
 - and getting it done on time.

INTEGRITY

We will be truthful in all our endeavours; and we will be 

honest and forthright with one another and with our 

customers, communities, suppliers and other partners.

We will say what we mean; deliver what we promise, and 

stand for what is right.  Being above board in everything we 

do is what we are about.

TEAMWORK

At Knutsford Express, we believe that teamwork is 

achieved through trust:

• We, as team members, trust that together we will do 

better than as individuals apart.

• We, as team members, trust that each will carry his/

her fair share of the load.

• Our customers trust that we will meet and exceed 

their expectations every time.

• We all trust in each other; we regard each other as 

persons of equal rank; we respect the dignity of 

the individual by recognizing not only the individual 

accomplishments, but the feelings and needs of the 

individual and family as well; and we all share the 

same company goals and purpose.

We work openly and supportively as a team, aiming towards 

common goals. We have fun working with each other, and 

we take pride in our joint accomplishments.
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TOTAL CUSTOMER FOCUS

At Knutsford Express, the guiding value “Total Customer 

Focus” has a different meaning to what obtains in most 
organizations.  At our place, it speaks to our team members 

targeting all their efforts on our customers.

We do this because we are acutely aware that our future 

relies on understanding our customers’ present and 

future needs. We passionately believe in the primacy of 

our customers. They are not dependent on us… we are 

dependent on them.  They are not an interruption of our 

work… they are the purpose of it.  We are not doing them 

a favour by serving them… they are doing us a favour by 

giving us an opportunity to serve them.

CONTINUOUS IMPROVEMENT

The best organizations are aware of their potential to do 

better.  Quality requires that everyone at Knutsford Express 

makes the commitment to continuous improvement.  

Each team member at Knutsford Express is responsible, 

not only for fixing problems, but also for preventing their 
occurrence.  But even if we can eliminate every problem, 

continuous improvement still requires us to continually 

seek breakthroughs that will allow us to meet our 

customers’ needs in new and innovative ways.

Trust and respect for every team member is critical to 

embracing a continuous improvement philosophy at 

Knutsford Express. Each of us will value and respect each 

other throughout the company.  We will openly admit any 

mistakes we make or any failings that exist in our job, and 

try to do a better job next time. 

Progress is impossible without the ability to admit mistakes.

MUTUAL RESPECT

We, at Knutsford Express, subscribe wholeheartedly to the 

value of mutual respect.  We are committed to listening to 

our fellow team members; respect and take into account 

contending views; and respect the individuality of each 

team member. We give a warm, friendly greeting to each 

other every day. 

We treat each other fairly and consistently.  We treat each 

other with respect and dignity regardless of our position in 

the organization.  

We refrain from making destructive comments about each 

other.  We all feel that our individual contributions are 

important.

We will not lie to ourselves or to each other. None of us will 

tolerate any of us doing so.  We will depend on each other 

for the truth.

CORPORATE CUSTOMER PHILOSOPHY

“Going above and beyond for YOU.”

TEAM PHILOSOPHY

We treat every team member at our company with 

dignity and respect; openly sharing information, providing 

feedback, and listening to each other.  Our environment 

is one of continuous learning in which all employees, 

regardless of socio-economic background, gender, level 

or position, can develop their full potential.  We value 

the unique contributions of all individuals recognizing the 

diversity of our workforce as a competitive advantage.

There is shared ownership and responsibility for tasks.  If 

one team member falls down on his/her responsibility, 

another team member will pick up the slack to ensure 

the success of the team.  We will not let the failure of one 

team member (for whatever reason) cause the entire 

team to fail.  Team members become accountable to each 

other because all team members are needed to ensure the 

success of the team.

OUR GUIDING VALUES
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