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1

CHIEF EXECUTIVE’S LETTER
I am delighted to present our 2019 Sustainability Report, a
detailed insight into the actions implemented over the year, in
line with our determined commitment to the Ten Principles of
the UN’s Global Compact and Sustainable Development Goals.
In 2019, Air Europa reached an all-time high in passenger traffic,
increased the number of flights operated and obtained an 80%
average occupancy rate. Figures that reflect the outstanding
performance of our network and position the airline at the
forefront of the sector.
Over this twelve-month period we consolidated the routes
launched during the previous year and consolidated our position
as a benchmark airline for travel between Europe and America
thanks to new international routes to Panama, Medellin and
Fortaleza. We also increased our activity in Europe and channelled
efforts into our North African operations with two new routes to
Casablanca and Tunisia.

A position at the cutting edge of technology is an ongoing goal,
and in this sense 2019 saw two major innovative initiatives
aimed at enhancing passengers’ experience with our brand and
simplifying procedures. Air Europa was the driving force behind
the introduction of Europe’s first facial recognition project and
enabled passengers to book flights from the comfort of their
home via the Air Europa app on Movistar.
We carried out numerous activities in the field of occupational
health and safety, environmental training and the work-life
balance. We launched initiatives such as volunteer beach cleanups, solidarity breakfasts, healthy eating workshop as well as

events to commemorate International Women’s Day and other
notable dates.
I would also like to highlight our commitment to international
cooperation and towards the most vulnerable groups, which has
given rise to our cooperation with various associations and NGOs.
None of this would have been possible without the ongoing
dedication and efforts of all our employees, undoubtedly the
company’s greatest asset. We know that teamwork is the key and
that everything Air Europa has achieved is thanks to them.

As part of our unshakeable commitment to sustainable and
responsible development, we introduced a series of measures
designed to boost our operational efficiency and reduce CO2
emissions. Our investment in our Dreamliner fleet, the most
efficient aircraft on the market, has strengthened our airline’s
sustainability and, together with a series of other actions,
contributed to boosting Air Europa’s flight efficiency levels by
2%, thereby complying with the International Civil Aviation
Organisation’s strategic objective (ICAO).
We are convinced that sustainability is crucial for the company’s
success and Air Europa’s strategy is therefore based on the
core goal of constant improvements to the parameters that will
guarantee excellence in operational safety.
Another major achievement is the consolidation of our
environmental system, an area in which we are also a benchmark
for the sector.
María José Hidalgo.
Chief Executive. Air Europa
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2. 1.

Our history
Start and consolidation
of scheduled flights

1986

The early days
AEA’s inaugural flight
TFN-GTW.

Air Europa ends the monopoly
on Spain’s domestic flights
and enters and consolidates
its position in the scheduled
flights sector.

1993
1995

1998
2006

Innovative development
GLOBALIA consolidates its
position as Spain’s leading
tourism group.
AEA, a pioneer in Spain’s
aviation industry, receives
the ISO 9001 and ISO 14001
standard certificates.

Generating value
Air Europa joins SkyTeam.

2007
2011

2012
2016

Moving towards sustainable
development
A further 9 Dreamliner aircraft
join the company’s fleet and
we remain firmly committed to
maintaining the standards of our
environmental certifications.

Responsible growth
In 2012, we are listed on the EMAS
register, one of the most stringent
environmental standards certifications,
and we sign up to the Principles of the
UN’s Global Compact.

2017
2019

The fleet renewal strategy gets underway,
with the acquisition of the most efficient
long-haul aircraft on the market.
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2. 2. Our commitments

2

Sustainability and Conformity Control

Air Europa has an Integrated Management System based on the principles
of Safety, Sustainability, Ongoing Improvements, Customer Satisfaction and
Occupational Risk Prevention.

as well as numerous other initiatives designed to make operational safety
fully inclusive and the responsibility of all, whilst guaranteeing its maximum
efficiency. WE ARE SAFETY.

We work to ensure full compliance with regulations, setting up protocols,
planning actions to offer total guarantees and monitoring our performance.

Safety plays an essential role in the commitment to corporate social
responsibility. We work to guarantee full compliance with the most stringent
international safety requirements, as reflected in Air Europa’s adhesion to
the IOSA (IATA Operational Safety Audit) since 2006.

Our responsibility towards the sustainability of our planet is reflected in our
environmental commitments, centred on reducing the emissions generated
by our activity, as well as protecting our surroundings by reducing single use
plastics on board our aircraft, cutting our consumption of natural resources
and managing the waste generated on our aircraft and in our offices.

This certification audit certifies our airline’s compliance with the strictest
global safety standards required around the world, meeting more than 900
IOSA requirements that extend to all the company’s operational areas.

Innovation

Value Chain

Together with Safety, Ongoing Improvements and Excellence, Innovation is
one of Air Europa’s core values. Innovation enables us to boost the efficiency
of our operations, generating value and ensuring continued growth.

We ensure that each link in the value chain adapts to our environment and
contributes to the development of our society. An undertaking that extends
to our employees, suppliers, authorities, as well as institutions and alliances,
all contributing their best to deliver optimum levels of customer satisfaction.

Punctuality

2019 saw the creation of an area focused specifically on punctuality, staffed
by a committed and motivated team that is fully aware of the vital role
punctuality plays in company operations. This new area has already brought
about major improvements to the coordination between departments,
which in turn has led to better year-end results and an outstanding capacity
for rapid reaction in the face of adverse circumstances. The company’s
overall punctuality rate for 2019 stood at 82.3%, an improvement on the
2018 score of 81%, a year plagued by severe disruption to air traffic caused
by labour disputes and airspace overcrowding, causing results to fall short
of the forecasts.
Operational Safety

2019 was a turning point in the company’s Operational Safety management.
May saw the launch of the WE ARE SAFETY project, aimed at optimising and
coordinating all the processes in this department. In this sense, a series of
objectives were reached, such as the inclusion of passengers in operational
safety procedures by means of messages on social media; greater integration
of the management teams from all areas of the company; face-to-face
induction training for all staff; risk-oriented safety indicators and objectives;

Risk Management

We have put in place the methodologies and procedures necessary to
identify, assess and monitor the risks in the company’s processes, creating
an internal and external risk management culture that today represents a
key activity given the current circumstances.
Customer Satisfaction

We constantly assess and monitor customer satisfaction levels in order to
maintain standards of excellence. We use the NPS (Net Promoter Score)
tool and KPIs to analyse the airline’s recommendations index and also to
gauge customer satisfaction levels, identifying those factors that have both
a positive or negative influence on these scores. The reviews of customers
classified as detractors are analysed in order to determine the causes of
their dissatisfaction and introduce the corresponding improvements.
This monitoring procedure enables us to tailor our products, services and
experiences to our customers’ real needs.
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2. 3. Our certifications

2

Air Europa has adopted an Integrated Management System in order to
improve the administration and efficiency of its resources. The standards
included in this system are as follows: ISO 9001, ISO 14001, ISO 27001 ISO
45001 and the EMAS Regulation.

ISO 14001 standards
certification covering
the entire company

ISO
9001:2001

ISO
45001:2018
ISO
27001:2005

2001

2006

2008

2012

2014

ISO
27001:2013
2018

ISO
14001:2015

ISO 9001 standards certification
covering the entire company

OSHAS
18001:2007

ISO
9001:2015
EMAS 2017

ISO
14001:2004

IOSA: : IATA Operational Safety Audit
ISO 9001: Quality Management System
ISO 14001: Environmental Management System
Registro EMAS (Eco-Management and Audit Scheme): a model for excellence in environmental management
ISO 27001: Information Security
ISO 45001: Occupational Health and Safety
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2. 4. Our values
Ethics and transparency

Mission: to meet society’s air travel needs and to guarantee carriage of
our passengers and cargo, delivering optimum standards of safety and
customer service.
Vision: to become a benchmark airline in Spain and the destinations we
operate in and to achieve standards of excellence.
Values: a commitment to our customers, rooted in a philosophy of
ongoing improvements in order to achieve standards of excellence based
on operational safety and innovation in order to create a more sustainable
world.
In accordance with the 10 principles of the UN Global Compact, an initiative
that Air Europa signed up to in 2012, the company undertakes to align its
strategies and operations with the areas of human rights, working standards,
the environment and anti-corruption.

01. 	Air Europa supports and respects the protection of internationally
proclaimed fundamental human rights, within its scope of
influence.
02. 	
Air Europa takes all necessary steps to ensure that it is not
complicit in the abuse of human rights.
03. 	Air Europa upholds freedom of association and recognises the
right to collective bargaining.
04. 	Air Europa supports the elimination of all forms of forced or
coercive labour.
05. Air Europa supports the abolition of child labour.
06. 	Air Europa supports the abolition of discriminatory practices in
employment and occupation.
07. 	Air Europa supports a precautionary approach to environmental
challenges.
08. 	Air Europa actively promotes initiatives that promote greater
environmental responsibility.
09. 	
Air Europa favours the development
environmentally-friendly technologies.

and

diffusion

of

10. 	Air Europa works to fight corruption in all forms, including
extortion and bribery.

2

Air Europa has drawn up a Code of Conduct applicable to all employees
and which provides a guide to uphold a culture based on the principles of
responsibility, honesty and integrity.
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2
2. 5. Alliances

IATA

ACETA

IATA is a non-government organisation for cooperation between airlines
that promotes the safety, reliability, confidence and economy of air
transport. It represents 290 airlines in 120 countries that account for 82% of
international scheduled passenger air traffic. It simplifies travel processes,
enables airlines to operate in a safe, efficient and economical manner and
seeks to ensure that governments are fully informed of the complexities of
the airline industry.

The Spanish Airlines’ Association (ACETA) contributes to the industry
by proposing improvements or changes to regulations, boosting quality
standards, supporting efficiency and sustainable development strategies and
well as working to raise public awareness of the crucial role played by the
airline industry. In December 2019, ACETA became part of ALA (the Airlines’
Association), whose 60 airlines operate approximately 70% of flights.

SKYTEAM

SkyTeam operates over 1,500 flights a day and offers 1,150 destinations in 175
countries. Air Europa has been a full-fledged member since 2010. Together
with a further 18 partners, it works to deliver optimum standards of service,
an extensive global network with a growing number of destinations,
frequencies and a vast network of connections.

ALA

The Airlines’ Association is Spain’s principal organisation for the country’s
airline industry and the leader in air traffic. Its members include more than
80 national and international airlines operating under all business models
and with a passenger share of almost 70%. The association’s objectives
include supporting, defending and representing the interests of its partner
airlines and working to improve, strengthen and boost the efficiency,
sustainability and competitiveness of Spain’s airline industry.

The Foundation’s effectiveness in bridging cultural and political differences
in the common cause of safety has earned worldwide respect. The common
good of safer air travel continues to inspire individuals and organizations to
rise above competitive interests towards shared objectives. Its goals are as
follows:
Develop safety standards.
Provide independent technical assistance.
Disseminate safety information.
Impartially resolve community issues.
Share leading practices.
Globally represent the industry.

ALTA

The Latin American and Caribbean Air Transport Association (ALTA) is a
private not-for-profit association comprising Latin American and Caribbean
airlines operating in the region, together with a number of partner airlines
which, although not based in the region, are interested in contributing to
the development of air transport and to establish close ties in this area. Its
key objective is to coordinate and integrate the activities of all its partners
in order to boost the standard of air travel. Air Europa has been a member
of ALTA since 2015.

The Foundation is in a unique position to identify global safety issues,
set priorities and serve as a catalyst to address these concerns through
data collection and information sharing, education, advocacy and
communications.

Facilitate safety solutions.
SAFETY FOUNDATION

Since 1947, Flight Safety Foundation has helped to protect everyone who
benefits from air travel around the world.
The Foundation is an international non-profit organization exclusively
chartered to provide impartial, independent, expert safety guidance and
resources for the aviation and aerospace industry.
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AIR EUROPA
IN FIGURES
2019

Airbus 330
11 aircraft

3

Length 58,8 m
Wingspan: 60,3 m
Range: 12.500 km
Capacity: 275 (Economy class) +
24 (Business Class)

3. 1. The fleet
Total aircraft: 56

Embraer 195

Boeing 787-8 Dreamliner
11 aircraft

8 aircraft

Length 38,67 m

In 2019, Air Europa
incorporated 4 dreamliner
B787-9 aircraft

Length 57 m

Wingspan: 28,72 m

Wingspan: 60 m

Range: 3.428 km

Range: 14.700 km

Capacity: 112 (Economy class) + 8
(Business Class)

Our fleet
Average fleet age: 7 years.

Capacity: 274 (Economy class) +
22 (Business Class)

Air Europa Express fleet

Boeing 787-9 Dreamliner

A330 11 aircraft
B787 14 aircraft
B387 18 aircraft

Boeing 737-800

9 aircraft
20 aircraft

Length 63 m

Length 39,5 m

Wingspan: 60 m

Wingspan: 34,3 m

Range: 14.700 km

Range: 4.630 km

Capacity: 307 (Economy class) +
32 (Business Class)

Capacity: 172 (Economy class) +
8 (Business Class)
Air Europa Express fleet

Up to a total fleet of 20
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3. 2. Destinations
2019 saw the creation of new routes and an increase in domestic and
international frequencies to destinations such as Oviedo, Seville,
Medellin (Colombia), Fortaleza (Brazil), Panama, Casablanca (Morocco)
and Tunisia. Flights to summer destinations such as Alghero (Italy),
Copenhagen (Denmark), Stockholm (Sweden) and Athens (Greece) were
also intensified.

Passengers carried

13.129.326

No. of flights

104.176

Destinations

88

Countries

32

Early to 15
Minutes Late

3

82,4%

Cargo carried

80.298
toneladas de carga transportada.
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3. 3. Financial results
The company accounts are public. Audited by KPMG , they are
available for consultation on the Spanish Companies Register
and the Annual Financial and Non-financial Information Report
published on the Globalia website.
Net sales 2,340,342,000 euros
Net worth: 68.771.000 euros

3. 4. 2019 highlights
Operations commence on new routes from Madrid to Panama, Morocco,
Tunisia, Greece and Sardinia.
Finalist in the On Board Hospitality Awards in the “Best for
Sustainability” category for its sustainable water containers.
Consolidation of the Maintenance Management department’s LEAN
culture.

Long term debt: 2,610,000 euros

Creation of the PUNCTUALITY DEPARTMENT whose task is to seek
ways of improving the punctuality of all our flights.

Short term debt: 13,712,000 euros

2 British Travel Award nominations for Best Airline.
Host for the Safety and Flight Operations Conference 2019.
Air Europa launches Europe’s first facial recognition project in Menorca
Mahon Airport (MAH).
Air Europa, official airline for MADO19, the major LGBT Pride festival.
Verification and publication of the ninth EMAS Environmental
Statement.
Consolidation of Air Europa Cargo.
CORSIA. CORSIA, the ICAO’s new carbon offsetting and reduction
scheme, came into force in 2019, and Air Europa duly adapted its
monitoring systems to guarantee compliance.
Air Europa official sponsor of the 1st edition of the Pasarela
Latinoamericana Fashion Show.
Reduction of single use plastics on board .
Renovation of our IOSA certificate.
10.4% year-on-year rise in the total number of passengers carried (2018).
Introduction of iPads for the maintenance line.

3
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3. 5. Our greatest asset: our employees
At Air Europa we firmly believe that our more than 3,500 employees are our greatest asset, and we therefore channel time
and efforts into safeguarding their wellbeing.
2019 saw progress in the continuous schedule and flexitime pilot scheme for Air Europa’s ground crew as part of the drive
to improve the work-life balance.
The following innovations were introduced over 2019:
:

3. 5. 1

Caring for health

In September a series of healthcare workshops were
organised for all Globalia employees in collaboration
with ASISA. Four health workshops were held in
Llucmajor and Pozuelo.
Clean food
Choking

3. 5. 2
Breakfasts with the
		management team
The Maintenance Management department introduced
its “Breakfasts with the management team” initiative,
an opportunity for managers and employees to meet
and enhance communication. All employees are invited
to take part in this encounter between management
and staff.

3. 5. 3

Maintenance blog

As part of its Improvement Initiatives, in November
2019 the Maintenance Management department set
up a communication blog featuring news, events and
happenings directly related to maintenance, affecting
not only Air Europa, but also Globalia Mantenimiento
(GMA) and Air Europa Express. The blog can be accessed
by all employees, not just maintenance staff.

Physical activity
Stroke prevention

In addition, various articles were posted on the employee
portal dealing with healthy eating habits, ergonomics
and allergy prevention, etc.

3

All employees were given the opportunity to complete an
online Road Safety course in collaboration with Moviam.
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3. 5. 4

Internal communication

3. 5. 5

In mid 2018, Globalia transformed its Employee Portal, creating an effective,
cutting-edge tool for communication with employees, guaranteeing that
all Globalia employees are constantly up-to-date with the news and events
happening in all the Group’s companies.
The revamped portal was consolidated during 2019, producing the following
results:

Pages viewed
+2,3M
+54%

Video hours
900 horas
+241%

Active users
Más de 50.000
+21%

Video views
24,000
+300%

Average visit
length
3 minutos
47 segundos
+9,30%

Printouts
3.300
+350

Training

At Air Europa we strive for excellence in all our operations, and in that sense,
employee training is one of our top priorities. In 2019, we delivered 16,095
training hours for 4,390 employees who participated in 614 training actions.
All areas of the company took part, although particular attention was
focused on aircraft maintenance, flight and cabin crew staff. Specifically,
passenger cabin crews received 5,965 hours of training, distributed in 247
theoretical and flight simulator courses.
2019 also saw the start of the ‘School for Leaders”, an initiative launched
by Air Europa’s Sales Management team. Forty-five people took part in a
development itinerary that included actions such as project management,
leadership, teamwork and creative thinking.
In addition to the training tailored specifically for each post, our employees
at the Llucmajor central offices can take English lessons adapted to their
level throughout the academic year. New for 2019 was the opportunity to sit
the Cambridge exams and obtain an official English language qualification.
Mention must also be made of the online training in Compliance and Equality
for all employees.

A number of competitions were also run, attracting the participation of
more than 1,000 employees. The prizes included the following:
Tickets for water and amusement parks
Tickets for basketball matches
Tickets for pre-release movie screenings

3

Participation in events such as MADO. This proved to be a resounding
success with more than 400 applications.
A summer competition where all employees were invited to send in
their holiday snaps. We then produced a 7 minute video featuring all the
photographs received, and which has been viewed more than 1,200 times.
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3. 5. 6

Our employees in numbers

Classification by activity

The analysis of the company workforce by gender and activities reveals major differences
between male and female groups.

Average employee numbers in 2019 stood at 3,830.
Staff breakdown by categories and sex.
Air Europa has 3,380 employees. Passenger Cabin Crews comprise the largest category, accounting
for just under 53% of the total. 75% of these are women. Ground staff make up 24% of the total
number of employees.
.
Men

Men %

Women

Women % Total

% of the total

Management staff

11

68,75%

5

31,25%

16

0,42%

Ground staff

406

44,56%

505

55,44%

912

23,80%

Pilots

582

95,91%

25

4,09%

607

15,84%

Passenger Cabin Crew

506

25,00%

1.517

75,00%

2.023

52,82%

Aircraft Maintenance
Technicians

269

98,67%

4

1,33%

273

7,12%

Total

1.774

46,32%

2.056

53,68%

3.830

Of the 2,056 women employed by the company, 74% are cabin crew members and 25%
ground staff. The remaining 1% are distributed amongst management staff, pilots and
aircraft maintenance technicians.
In the case of men, the distribution is considerably more even: 33% are pilots; 29% passenger
cabin crew members; 23% ground staff; and 15% aircraft maintenance technicians. The
remaining 1% are management team members.
Men (% of total no. of men)

Women (% of total no. of women)

1% Management staff
15% AMTs

1% Pilots

23% Ground staff
29% Passenger Cabin Crew
33% Pilots

24% Ground staff
74% Passenger Cabin Crew

Employee breakdown by age

Breakdown of employees by group

Breakdown of employees by group and sex

100%

60,00%

90%

50,00%

Management
Age range staff

Ground
staff

Pilots

Aircraft
Passenger Maintenance
Cabin Crew Technicians
Total

<34

0,00%

26,41%

9,24%

16,96%

29,69%

18,82%

35-50

62,50%

60,84%

66,15%

75,62%

47,81%

68,57%

>50

37,50%

12,75%

24,61%

7,42%

22,50%

12,61%

80%
40,00%

70%

3

Age of Air Europa workers

Breakdown by labour contract type

60%

30,00%

50%

20,00%

Contract type

40%
10,00%

30%

0,00%

20%

Management Ground
staff
staff

Pilots

Passenger
AMTs
Cabin Crew

10%
0%

Management Ground
staff
staff
Men (category %)
Women (category %)

Pilots

Passenger
AMTs
Cabin Crew

Men

Women

Total

Permanent

95,60%

91,15%

93,21%

Permanent
seasonal

2,86%

6,25%

4,68%

Temporary

0,78%

1,45%

1,14%

Works or services

0,04%

0,13%

0,09%

Internship

0,21%

0,27%

0,24%

12,6% 51-66 years old

Substitution

0,09%

0,76%

0,45%

18,8% 19-34 years old

Phased retirement

0,42%

0,00%

0,19%

68,6% 35-50 years old
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3. 6. 2019 social projects
The social actions and projects carried out in 2019 included the issuance of
more than 350 flight tickets for collaborating organisations. Highlights of
these actions are listed below:

Air Europa was the official airline for the Concert for Peace to raise
funds for the Scholas Ocurrentes Foundation, an educational initiative
launched by Pope Francis. The airline has also collaborated with social
and sporting events such as the MAPFRE-King’s Cup regatta.
International Corporate Volunteering Week: Give&Gain. Air Europa
commemorated the ninth edition of the annual International Corporate
Volunteering Week with a number of activities including the collection
of personal hygiene items for donation. The Operation Control Centre
(OCC) welcomed a group of pupils from a social-education centre.
La Matica by AEA Solidaria: For the last 10 years, Air Europa has
been collaborating with the aviation employees’ association AEA
Solidaria. 2019 saw the opening of an education centre in Boca Chica
(Santo Domingo). Known as ‘La Matica’, it has a capacity for more than
70 children, offering them education and nutrition. The association
depends on the support of Air Europa employees, who hold monthly
breakfasts at Globalia’s central offices.

3

ANIMAÉREA: This association provides free transport for pets from dog
homes and animal sanctuaries for adoption by families or relocation
in an alternative association where their likelihood of adoption is
greater. Globalia provides tickets for volunteers and carries the pets
free of charge. Animaerea has more than 170 volunteers employed in all
Globalia group divisions, who give up their free time to accompany the
mascots on flights. As of 16th November 2019, the number of animals
carried stood at 314.

SEUR lids: In 2019, Air Europa continued with the “Lids for a second life”
project, a SEUR Foundation initiative aimed at raising funds for medical
treatments for children with serious health problems by collecting
plastic lids. Thanks to the collaboration of more than 13 million people,
more than 140 children have benefitted from the 1 million euros raised
from the collection of 4,000 tons of lids. The collection boxes for the
lids are located in the central offices.
Air Europa participated in World Breast Cancer Awareness Day. Air
Europa joined events to commemorate World Breast Cancer Awareness
Day with a very special initiative for our passengers, which consisted of
handing out 8,400 pink bottles and flyers providing information about
healthy lifestyle habits.
Air Europa was the official airline for MADO 2019, the fabulous
LGBT festival, It also played an active role in the 6th July parade on
the streets of Madrid with a float bearing the slogan “You Decide Your
Destination”, allying with the values defended by Pride and reflecting
the brand’s character and trajectory.
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SUSTAINABLE DEVELOPMENT
GOALS: SDGS

4
Climate change is one of the greatest challenges facing the planet today.
As a socially responsible company, Air Europa’s philosophy is rooted in
sustainability, focusing in particular on those activities that have the greatest
impact on the environment.
Since 2012, Air Europa has been the only Spanish airline and one of just
three in the world to hold the prestigious EMAS certification, a benchmark
for excellence in European environmental management. Yet Air Europa’s
commitment to the environment dates back far earlier: in 2006 the company
was awarded the ISO 14001 Environmental Management Standards
certificate. Since then, each year the company has successfully passed
strict environmental audits that endorse our commitment and enable us to
introduce ongoing improvements.
We work closely with our stakeholders and other partners in order to ensure
our services are tailored fully to their needs, adopting urgent measures to
combat climate change, promote the wellbeing of all and bring an end to
poverty; in short, guaranteeing the protection of our planet.
Since the announcement of our decision to align with the SDGs, we have
provided annual information on progress in this area. The Sustainability
Report includes details of the measures put in place within the framework
of the 2030 Agenda that help us to contribute to our environmental, social
and economic performance, impacting on the entire company.
What follows is a summary of our key actions in 2019 in relation to the
Sustainable Development Goals:
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4. 1. The planet

The implementation of the environmental management system guarantees compliance with the increasingly stringent Spanish
environmental regulations, and supervising our activities and processes with the support of the entire organisation.

4. 1. 1

EMAS certification
The prestigious Eco Management Audit
System (EMAS) has positioned us at the
forefront of environmental management in
the European aviation industry. It requires
an annual Environmental Statement that
reports on the results for all the indicators,
analyses and monitoring procedures.
The Environmental Statement provides a
detailed insight into the evolution of our
environmental behaviour. It is available for
consultation on the Air Europa website.

4. 1. 2

Environmental aspects and indicators

The most obvious environmental impact of any airline are its greenhouse gas
emissions, which have a considerable effect on climate change. Yet in addition to
GHG emissions, there are other aspects that the company can work on to improve
and offset these impacts.
Combating negative environmental impacts requires their prior identification, and
in this sense, each year Air Europa assesses the 154 environmental aspects it has
pinpointed. (These include both direct considerations, indirect aspects (related to our
suppliers) and those that may arise in an emergency). This enables us to detect those
areas of our activity that have the greatest impact on the environment (significant
environmental considerations ) and to adopt actions aimed at minimising them.
We have more than 20 environmental indicators.

The following are the aspects with the greatest impact on the environment:

4

Greenhouse Gas emissions from flights
Hazardous waste generated during aircraft maintenance activities
Paper use in offices

2. The verified Environmental Statement contains details of the environmental aspects assessment.
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4. 1. 2. 1

Greenhouse gas emissions

The aircraft, vehicles and equipment necessary for our activity generate
greenhouse gas emissions. Our aircraft account for 99.99 % of the company’s
emissions, and therefore we focus our attention on this aspect. Detailed
information of our greenhouse gas emissions is available for consultation in
our verified Environmental Statement.
Combating climate change is one of Air Europa’s top priorities, and we channel
major efforts into reducing the emission of these gases into the atmosphere.
Furthermore, we are aligned with the ICAO’s strategic goal of improving the
sector’s efficiency by an annual rate of 2%.

Aircraft emissions

The carbon dioxide equivalent is used to analyse greenhouse gas emissions
as it combines the global warming potential of all gases emitted in relation to
passenger-kilometres performed (PKP), which allows for comparisons to be
drawn between the various fleets.
Ton-kilometres performed (TKP) is another way of measuring flight emission
intensity. This not only takes into consideration the number of passengers on the
flights, but also the load.
CO2 emissions per passenger-kilometre on all Air Europa flights experienced a
year-on-year drop of 1% over 2018. The decrease in ton-kilometre emissions was
even greater, falling by 2.3%.

CO2 eq emissions on all AEA flights
No. of flights

4

t CO2-e

PKP

TKP

kg CO2-e/100PKP

kg CO2-e/100TKP

2017

82.656

2.250.008

26.952.271.378

2.973.992.665

8,35

75,66

2018

97.713

2.418.458

29.540.801.518

3.319.939.466

8,19

72,85

2019

104.613

2.616.752

32.225.078.139

3.675.357.215

8,12

71,20

2019vs2018

7,06%

8,20%

9,09%

10,71%

-0,81%

-2,26%

3.The conversion factor used for tons of fuel to tones of C02 is 1 ton fuel =3.1823 tons CO2. This factor is taken from the 2012 DEFRA database (Department of Energy & Climate Change UK). Although this
information is updated annually, in order to compare its year-on-year and given the minimal variations, Air Europa has opted to use the same conversion factor. The DEFRA value for 2019 was 3.1814 tons
of CO2 per ton of kerosene consumed.

18

The following graphs illustrate the evolution of emissions for all flights operated,
reflecting a general downward trend in CO2 emissions, both in terms of PKP and TKP.

Emission reductions

One of the company’s overall aims is to reduce its narrow body (B737) fleet
emissions by 10% over the next 5 years (2019-2023).
We have a fleet of 18 B737-800 aircraft, with an average age of 7 years. They
have a range of 4,630 km and an average capacity for 187 passengers.

Evolution of CO2 emissions (kg CO2eq/100 PKP and kg CO2eq/100TKP)
of all flights operated.

In 2019, CO2 equivalent per ton-kilometre performed for the B737 fleet fell
by 1.21% in comparison with 2018.
KgC02-e/100TKT

KgC02-e/100PKT

65,00

6,50

71,20

70,00

72,85

7,00

75,00

75,66

8,12

7,50

8,19

8,35

8,50
8,00

Furthermore, since 2017, we have remained on track towards our objective
of a 10% reduction in the fuel consumption of our long haul fleet (kWh/
TKP) by December 2021, allowing us to cut emissions by 10%.

80,00

Air Europa has 35 wide body aircraft: 11 A330 and 14 B787.
The A330 aircraft have an average age of 12.35 years. Their (long haul) range
is 12,500 km and can carry an average of 306 passengers.

60,00

6,00
55,00
5,50

The B787-8 and B-789 are gradually being incorporated into the Air Europa
fleet. The most efficient long haul aircraft on the market, Boeing estimates
they emit 20% less gas into the atmosphere than other aircraft of a similar
size.

50,00
5,00
45,00

4,50

40,00

4,00

2017

4

2018

2019

2017

2018

2019

According to the 2018 report on CO2 emissions from commercial aviation published
by the International Council on Clean Transportation (ICCT) in September 2019 ,
average emission intensity for the commercial aviation industry in 2018 was 88 g of
CO2 per passenger-kilometre performed. In the case of Air Europa flights in 2019, the
figure was 81 g of CO2. As for the flights operated with the Air Europa fleet (within
Air Europa’s AOC), average CO2 emissions per passenger-kilometre were 73 g, 12.16%
less than the sector average.

The first B788 aircraft joined the fleet in 2016. By the end of 2019, the number
had risen to a total of 14 Dreamliner aircraft: 8 B788 and 6 B789.
The B787 has a range of 14,700 km and a capacity for 296 (B788) and 333
(B789) passengers.
Fuel consumption per TKP has dropped by 11.67% in comparison with 2016
figures and 2.44% over 2018.

4. https://theicct.org/sites/default/files/publications/ICCT_CO2-commercl-aviation-2018_20190918.pdf

19

A comparison of fuel consumption between 2019 and 2016 of the wide body fleets (kWh/TKP)
Aircraft Type No. of flights

Fuel Consolidated

TKP-GD

MWh

kWh/TKP-GD

A332

-8,97%

-22,38%

-22,36%

-22,38%

-0,02%

A333

-29,08%

-29,99%

-28,66%

-29,99%

-1,86%

B788

+346,47%

+302,28%

+358,15%

+302,28%

-12,20%

B789

-

-

-

-

-

Total

43,83%

32,22%

49,68%

32,22%

-11,67%

The B789 fleet registered the lowest fuel consumption rate per TKP, standing at
2.070 kWh/TKP. Conversely, the A332 fleet had the highest consumption rate
per TKP.

Actions to reduce emissions

Creation of an application to analyse fuel consumption data and
associated emissions (Smart Fuel).
Replacement of aircraft carpeting for more lightweight alternatives
that reduce the aircraft weight and therefore cut fuel consumption (this
action will continue over the course of 2020).
Acquisition of more efficient aircraft (pending approval to fly for the
B737MAX)
Removal of crew rails from the A330-200, reducing aircraft weight and
thereby cutting fuel consumption.
Acquisition of new B788 and B789 aircraft. A total of 14 B787 aircraft by
the close of 2019: 8 B788 and 6 B789.
Participation in AENA, ENAIRE and airline working groups.
Implementation of Electronic Flight Bags (EFB), allowing for the
elimination of practically all paper manuals from the aircraft with
the corresponding savings in weight and reduction in greenhouse gas
emissions.
Regular Fuel Committee meetings involving all areas of the company.

Evolution of fuel consumption of wide body fleets (kWh/TKP)
Fuel consumption wide body fleet
2,800

2,700

2,600

2,500

4

2,400

2,300

2,200

2016

2017

2018

2019
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4. 1. 2. 2

Paper consumption by area 2019 (absolute kg)

Paper consumption

5% Handling

Year-on-year paper consumption continues to fall. The graph below shows
the downward trend in paper consumption per organisation employee in
recent years.

Evolution of paper consumption per employee

11% Airport offices
17% Sales offices
22% Llucmajor offices

45% Maintenance

Year-on-year paper consumption fell by 1.6% in comparison with 2018
levels and 10% when compared with the historical average (the average
for the period 2016-2018). As for paper consumption per employee,
the drop is greater: 8% compared with 2018 and 20% in the case of the
historical average.

AEA paper consumption in kg / employee
Actions to reduce paper consumption

6,00

The Customer Relations department at the Llucmajor offices no longer
prints out replies to customers as they are now answered via the new
CRM application.

5,00

4,00

The Operations Management team sends all manuals to AESA for
approval in digital format, and the monthly crew schedules are drawn

3,00

up on the SGT platform instead of on paper.

2,00

Sales offices now send itineraries by email unless passengers request a
paper copy.

1,00

0,00

2016

4

2017

2018

2019

Monthly environmental awareness newsletters are sent out to all
members of the company.

The maintenance management team registers the highest use of paper,
as aviation industry regulations require printed reports of all tasks and
inspections. Work is ongoing for the management of all these documents
in digital format in the near future.
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4. 1. 2. 3

Waste

Air Europa generates two types of waste:
Non-hazardous waste: this type of waste is generated by all the company’s
activities, both administrative and during the in-flight service on board
the aircraft. Air Europa staff are required to sort waste in all areas,
including on board the aircraft.
All offices have properly labelled bins and all employees receive ongoing
training in this area. In addition, all our aircraft are designed to facilitate
waste sorting by the flight crews.
More than 50 inspections were carried out in 2019 to check compliance
with waste sorting requirements.
Special and hazardous waste: Air Europa uses authorised handlers to
process all its hazardous waste. In 2019, Air Europa generated 73,113 kg
of special and hazardous waste, 99.8% of which correspond to aircraft
maintenance activities.

Actions to reduce and improve waste management

The Management Systems department inspects and monitors all waste
generated by Air Europa.
Training seminars on waste and waste management, as well as action
plans for spillage and discharge for aircraft maintenance technicians.
These seminars will continue throughout 2020 in order to ensure all the
company’s aircraft maintenance technicians receive face-to-face training
in this area.
A total of 105 waste sorting inspections were carried out: 68 on
board aircraft; 21 for cleaning suppliers; 5 in the offices; and 11 in the
maintenance department. In addition, 9 internal audits were conducted
to determine the degree of compliance with environmental legislation
and the company’s environmental management system.
Awareness-raising newsletters were sent to all company staff.
Newsletters were published at regular intervals providing details of
environmental behaviour by area and environmental performance
rankings.

4
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4. 1. 3

Environmental volunteering

4. 1. 4

Nuestros proveedores y el medio ambiente

Air Europa, aware of the vital role played by its suppliers and
contractors within the organisation, has established an information,
monitoring and assessment system for environmental specifications
in order to guarantee the sustainable management of its operations
(AEA-PE0-032. - Inspection of Contractor and Supplier Aspects).

Beach cleaning - World Cleanup Day

In 2019, Air Europa once again took part in the annual World Cleanup Day
initiative, the planet’s biggest civil cleaning drive aimed at tackling the global
solid waste problem. This year’s event attracted 17 million participants in
158 countries.
The aim is to raise people’s awareness of the impact waste has on nature.
Pollution levels and the amount of waste on the planet are a cause of major
alarm, and it is therefore essential to draw attention to the seriousness of
the situation.
The company organised a waste clean-up day in Es Carnatge, in Palma Bay
on the island of Majorca, with the collaboration of its employees. A total of
33 volunteers, including children and the organisers, collection 62.160 kg of
waste (organic and other: 35.2 kg; containers: 19.4 kg; glass: 7.56 kg).

Air Europa’s supplier management procedures enable the company
to check compliance with legal requirements and the environmental
management system it has implemented, as well as its environment goals.
Air Europa guarantees that all its suppliers conform to the same
environmental standards. In this sense, all contracts or agreements
signed include a special Environment clause. (AEA-PG-004. Procurement and Supplier Evaluation).
All environmental considerations arising from Air Europa suppliers’
activities and services and that have a considerable impact on the
environment are assessed in accordance with a series of objective
criteria that determine their implications for the management system.
(AEA-PG-007. - Identification and Assessment of Environmental
Aspects).
Air Europa’s auditing procedures allow the company to appraise
suppliers’ performance levels and environment-associated risks. In
2019, a total of 5 audits were carried out on those suppliers whose
actions comprised the greatest environmental impact, enabling
us to assess our suppliers’ level of compliance with environmental
legislation.
Furthermore, 30 inspections were conducted on cleaning service
suppliers in order to ensure that the waste sorted by crews on board
the aircraft remains sorted until its final deposit.

4
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4. 1. 5

On board sustainability

4. 1. 6

Compliance with environmental regulations

Compliance with environmental regulations is assessed at regular intervals.
In 2019, the most significant changes to legislation in this area were as
follows:
Balearic Islands Law on Climate Change and Energy Transition
(Law 10/2019).
Balearic Islands Law on Waste and Contaminated Soils (Ley 08/2019).
In 2019, and in line with company strategy, Air Europa ran a campaign based on
the inclusion of healthy and sustainably certified products on its in-flight menu.
Furthermore, the airline is adopting a series of actions to reduce plastic use on
board, thereby limiting its negative impact on the environment. This measure
extends to Business Class, where metal cutlery is now used instead of plastic;
drinks are also served in glasses and the serviettes are reusable. The company is
also conducting a number of studies in order to introduce other major responsible
actions in the short term that will contribute to environmental protection.
A number of these initiatives are listed below:
The 20 x 20 paper serviettes have been replaced with 20 x 20 recycled
alternatives, enabling us to reduce our impact on the environment.

Commission Delegated Regulation (EU) 2019/1603 of 18 July 2019,
supplementing Directive 2003/87/EC of the European Parliament and
of the Council as regards measures adopted by the International Civil
Aviation Organisation for the monitoring, reporting and verification of
aviation emissions for the purpose of implementing a global marketbased measure (CORSIA).

These changes have led to new legal requirements and modified a number of
existing ones, and Air Europa has therefore adopted the measures necessary
to ensure full compliance therewith
Environment-related infractions, sanctions or complaints: At the time of
writing this report, Air Europa has no disciplinary proceedings open.

In order to reduce the amount of plastic used in-flight, 2019 saw the
introduction of wooden stirrers to replace the plastic ones.
As part of this drive to make flying more sustainable and plastic free, the
plastic dishes for tea, sugar and coffee etc. have been eliminated, and
cardboard cartons have been introduced instead.

4

Flight kits tailored to our passengers’ needs. Since 2019 the in-flight amenity
kit for Business Class passengers has been renewed, and is now made of
eco-friendly recyclable materials. Furthermore, the use of plastic has been
reduced, and Air Europa now uses glasses, metal cutlery and reusable fabric
table covers and napkins in its Business Class cabins.
Boxed water. Cartons made of renewable materials are now used to serve
water to Business Class passengers, eliminating the use of plastic bottles.
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4. 2. People

4. 2. 1

SDG1. No poverty

In 2019, AEA Solidaria, and thanks to the collaboration of Air Europa
employees and management teams, opened an education centre in Boca
Chica (Santo Domingo). Known as ‘La Matica’, the new centre has a capacity
for more than 70 children, providing them with education and meeting their
nutritional needs

4. 2. 2

4

SDG3. Good Health and Well-Being

In 2019, Air Europa once again successfully passed the ISO 45001
“Occupational Risk Prevention” audit. A series of Good Health and Well-Being
seminars were held for employees over the course of the year. In addition,
the Employee Participation Committee was set up. The introduction of
flexitime has led to major improvements in the work-life balance of central
office staff. Finally, a physiotherapy service is now available on-site to
improve employees’ well-being.
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4. 3. Prosperity

4. 3. 1

SDG 8. Decent Work and Economic Growth

Air Europa currently has 4 Collective Agreements in force. All employees fall under the protection of one
these agreements, in accordance with their role in the company:
Ground staff, including airport and central office workers
Passenger Cabin Crew
Flight Crew
Aircraft Maintenance Technicians

4. 3. 2

4

SDG 9. Industry, Innovation and Infrastructure

A fleet renewal project to include more efficient aircraft. Air Europa currently has one of the youngest fleets
in Europe, with an average aircraft age of 7.36 years. The arrival of the B787 has led to sharp reductions in
aircraft noise impact, as well as enhanced efficiency levels and improved cabin pressure levels.
The fleet renewal strategy has boosted our flight efficiency levels by 2%.
The Maintenance Management department is immersed in a process of digital transformation. The
innovative actions include the introduction of Business Intelligence programs to improve decisionmaking processes, replacing IT systems with a single option (TRAX), and replacing paper with iPads for
online maintenance tasks, etc.
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4. 3. 3

SDG 10. Reduced Inequalities

The start of scheduled flight operations by Air Europa following the 1993 deregulation process that
brought an end to the Spanish aviation monopoly was a landmark event, providing all Spaniards with
access to air travel thanks to reduced air fares. In fact, “Because everyone can fly” (Porque todo el mundo
puede volar) was one of the slogans featured in the advertising campaigns. Air Europa’s philosophy
in this sense and its operations with South America has brought the two continents closer together,
providing easy and affordable travel to their countries of origin for South Americans resident in Europe.
It has also opened up travel opportunities for Europeans, allowing them to discover new landscapes,
cities and cultures. Furthermore, the start of Air Europa’s operations in American airports with a low
international presence has contributed to their modernisation and created new jobs.

4. 3. 4

4. 4. Peace

Air Europa was the official airline for the Concert for Peace, organised to
raise funds for the Scholas Ocurrentes Foundation, an education initiative
launched by Pope Francis.

4. 5. Alliances

SDG 11. Sustainable Cities and Communities
As indicated in section 2.5, Air Europa is a partner in various alliances
including IATA, where our Chief Executive sits on the Board of Governors.
Of its 32 members, María José Hidalgo is the only woman.
Since 2007 we have been a member of Skyteam. This airline alliance
comprises several working groups, a number of which have been led by Air
Europa staff, such as the Quality & Compliance or Dangerous Goods groups.
Active participation in these working groups has enabled Air Europa to
introduce best practices into the aviation industry.

4
Each year Air Europa takes part in the Give&Gain project. This week-long event includes environmentbased competitions, activities designed for centres with children at risk of social exclusion, as well as
major drives to collect items for various NGOs such as SOS mamás and AEA Solidaria.
Air Europa also collaborates with a school in Palma (Majorca), presenting the various professions that
form part of an airline from a gender equality approach, emphasising the fact that anyone can carry
out these jobs: women engineers, pilots and maintenance experts; and male passenger cabin crew and
ground staff, etc.
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Air Europa conducts an annual survey amongst all its stakeholders
in order to determine each group’s priorities in terms of Corporate
Social Responsibility.

STAKEHOLDERS

Suppliers

7

Fuel
consumption

varying degrees of influence capacity.

8

Noise

The stakeholders have been identified in accordance with all
those key agents who may be directly or indirectly affected by
the organisation’s activities and/or decisions, considering their

Stakeholders’ ranking of environmental aspects (2019 survey)

CO2
emissions

that lie ahead.

and opportunities associated with the company’s activities and
adopt actions that will effectively reduce the negative impacts and
increase those with a positive influence, part of our strategy for
ongoing improvements.

8-most important
1-least important

Air Europa is committed to encouraging an ongoing dialogue with
its stakeholders as a means of successfully tackling the challenges

Workers

In this sense, working with all stakeholders is essential in order
to identify and understand their concerns and perceptions about
the organisation. We consider this to be an ongoing process that
helps us to define a solid communication plan and address the
appropriate issues affecting each group.
0,3% Institutions (aviation industry)

In line with Air Europa’s quality management system, based

4,6% Suppliers

on ISO 9001:2015 standards, the company works constantly to
identify stakeholders’ needs and expectations. In addition to our
risk-based approach, these actions enable us to analyse the threats

17,4% Employees
77,7% Passengers
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5. 1. Employees
Our employees are our greatest asset and we are proud of Air Europa’s human
capital.

Response to CSR survey

We are fully aware that the hard work and dedication of our employees have
laid the foundations for the company’s progress and success.
The most prestigious and highly-valued companies not only obtain excellent
results, but also the highest levels of satisfaction amongst their workers.
As part of its corporate social responsibility strategy and undertaking to
safeguard the health of each member of the organisation, the company has
set up a protocol for action in the event of undesirable conduct, aimed at
preventing, correcting and sanctioning all forms of harassment and/or
discrimination in the workplace. The scope of these actions extends to all
members of the organisation, regardless of their position or type of activity.
Air Europa employees are characterised by their commitment to the company,
the speed with which they adapt to changing realities, their capacity to react
in the face of unprecedented circumstances and their decisiveness. Indeed,
Air Europa is a company renowned for its energy, creativity and resilience.
A total of 160 people completed the survey; 84% were employees; 14% heads
of department; and 2% executives.
In the opinion of the company’s employees, the most important aspects of
CSR are guaranteeing human rights and health protection, followed by work
practices and employment.

1,88 % Management staff
14,38 % Heads of Department
83,75% Employees

Employee ranking of CSR aspects
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When asked “What are your expectations for Air Europa as a socially responsible company?”, the most highly-valued aspects are training for employees and
occupational safety.

5

What are your expectations for Air Europa as a socially responsible company?
Employee training programmes
Occupational safety
Professional promotion
Transparent communication
Social benefits for employees
Actions based on integrating gender equality
Environmental practices
Motivating leadership
Correct processing of personal data and privacy management
Anti-corruption policies
Workshops on Health and Safety and Wellbeing
Quality and environmental certifications
Freedom of association and collective bargaining
Good corporate reputation
Corporate volunteering seminars
0,00%

2,00%

4,00%

6,00%

8,00%

10,00%

12,00%

14,00%

Regarding the impact of company activity on the environment, climate change is the principal concern of our employees, as well as the management of
hazardous and non-hazardous waste.
Passengers’ ranking of environmental impacts
8
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5
5. 2. Passengers
At Air Europa, which applies a customer-oriented strategy, passengers lie
at the centre of our decisions and therefore comprise a priority stakeholder
group. In this sense, the passenger experience is a key aspect within the
company.
We work tirelessly to offer passengers a one-of-a-kind travel experience,
introducing new initiatives designed to contribute added value to our
service, product and brand.
Work continued throughout 2019 on the consolidation of AE Motion, our
CX philosophy, with new initiatives and projects that bring improvements
for our customers.

Customer Experience remains a transversal area within Air Europa. In
order to guarantee a more efficient, homogenous customer experience,
effective coordination must exist across all departments, and supporting,
boosting and facilitating inter-departmental communication is therefore
one of this department’s key tasks.
Carefully structured procedures allow for working agendas to be drawn up
that will ensure the correct application of customer experience actions, which
by nature cover various departments. These actions include the creation of
working groups, as well as the organisation of two-monthly meetings and
conventions held every six months to smooth the way for cooperation between
the various areas, namely Operations Management, AE Handling, Loyalty,
CRM, Call Centre, Ancillaries, Sales, Web, IT, CR, Planning, Product and Quality.

The key elements to increased success defined in 2019 are as follows:
1. Analysis
There are now more questions in the post-flight surveys and the
volume of data has been increased to provide a more reliable sample
and obtain a greater insight into each touch point of the customer
journey. These data indicate progress and the areas in which we should
continue to move ahead and those in which changes are required.
The new monthly dashboard “The customer’s voice” has been created
to represent the indicators in graph form.
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2. Customer journey map
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This map enables us to reflect each phase and element that form part of the
customer’s overall travel experience.
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5
3. Customer communication map
This is conceived as a form of visual communication in order to identify the most
suitable times for customer communication. It has been developed in collaboration
with the Marketing, CRM, Sales, Call Centre and Customer Relations departments.

Customer notification communication map (June 2020)
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4. Ambassadors’ programme:

5. CX training

The ambassadors are responsible for the frontline observation of customer
experiences and collaborate by actively applying the opportunities detected
and defined in the various processes. They receive AEMotion News, and
newsletters from the specific email account embajadoresaemotion@aireuropa.com, and also attend a twice-yearly training seminar.

The training programme that began in 2016 continued in 2019 as a specific
tool designed to provide guidance for all groups interacting with customers.
It transmits the importance of personalising our customers’ experience and
boosting skills and competences in these areas.
CX has organised training actions targeting the Maintenance Management
team, a seminar with passenger cabin crew base managers, another seminar
for pilot day managers, and a training session for airport agent and call centre
trainers. Furthermore, CX now forms part of all compulsory training courses
for passenger cabin crews.

Planning Formación CX 2019

5

NOV 18 - JAN 19
MAINTENANCE

JUN 19
CAT Training
of trainers

JUN 19
Inclusion of CX in
GROUND STAFF
training

JAN-FEB 19
IN-FLIGHT OBS
with CX details

JAN-FEB 19
CALL CENTER

MAY 19
3rd CX
AMBASSADORS’
MEETING

JUN 19
ATO
Training of
trainers

NOV 19 - OCT 20
Inclusion of
CX in INFLIGHT
training

OCT 19
DAY MANAGER
training

SEP 19
PASSENGER
CABIN CREW BASE
MANAGE training

NOV 19
4th CX
AMBASSADORS’
MEETING
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How do our passengers rate our sustainability?
A total of 722 surveys provided an insight into passengers’ opinion of the importance of various CSR aspects and the
improvements they would make to Air Europa in terms of its sustainability.
The results revealed that most passengers consider compliance with legal requirements and the reduction of emissions
to be extremely important, a clear indication of their concern regarding climate change.

What are your expectations for Air Europa as a sustainable airline?
Compliance with laws and regulations
Emission reductions
High standards of operational safety
Emission compensation programmes
Sustainable products on board
Greater investment in innovation
Customer communication regarding flight
operations and management details

5

Privacy and data protection security
Support for underprivileged groups
More effective communication of Air Europa’s
environmental actions
Alliances
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As for environmental impact, our passengers also ranked climate change as their top priority,
following by hazardous waste management and spillage prevention.
Passengers’ ranking of environmental aspects
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5. 3. Suppliers
Suppliers play a crucial role in our business: without their hard work and cooperation,
Air Europa’s success would not be possible.

Our suppliers gave the highest scores to compliance with legislation and ethics, responsibility and
transparency in operations. Training in health, safety and well-being, and respect for human rights also
ranked high on their list of priorities.

Air Europa works with over a thousand suppliers that deliver safety, confidence and
professionalism, boosting the overall efficiency and productivity of the company’s
activities.
We acknowledge the contribution made by each of our suppliers, and firmly believe in
the importance of shared growth based on collaboration and excellent relations.
Our suppliers are selected in accordance with the principles of our Supplier Code of Ethics,
and also based on quality, environmental and corporate social responsibility criteria.

What are your expectations for Air Europa as a socially responsible company?
Compliance with regulations
Ethics and responsibility
Operational transparency
Training in health and safety and wellbeing

Under equal conditions, Air Europa will choose those suppliers that hold quality and
environmental standard certifications and are committed to the protection of human rights.
All company areas annually review their list of suppliers to ensure that all relevant
details are reviewed and updated. In addition, a channel for dialogue with suppliers has
been identified that will enable us to assess their perception of the way the company is
managed.
The Supplier Code of Ethics allows us to strengthen our commercial relations and
contribute to the fight against bribery, corruption and fraud. The company provides
suppliers with a communication channel for reporting any irregularities.
Those suppliers whose activity and/or products that are required to pass the conformity
checks are subject to a risk analysis at the start of each year in order to determine the
audit frequency.

5

These analyses are based on two parameters: the results of previous years’ audits
and the risk assessment for each operational safety incident that occurs. These events
are assessed in accordance with the risk matrix used by the Safety Management System
department (SMS).
Once we have obtained the data from both analyses, the audit frequency can be determined.
Forty-three of our suppliers answered the annual survey designed to learn about what
they expect from Air Europa as a sustainable company and which environmental impact
they consider to be most important.

Respect for human rights
A commitment to fight corruption
Supplier appraisal
Dialogue with stakeholders
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Greenhouse gas emissions were considered to have the greatest impact on the environment, followed
by fuel consumption, underpinning the notion that climate change is one of the primary environmental
concerns of society today.

Stakeholders’ ranking of environmental aspects
Emissions
Fuel consumption
Paper consumption
Spillage
Urban waste
Water consumption
Hazardous waste
Noise
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5. 4. Institutions
Institutions are an essential ally for the company, promoting the growth
of the aviation industry and economic development.

5

Air Europa has set up an ongoing flow of communication with aviation
sector authorities and institutions, as mutual collaboration is crucial in
order to guarantee safer and more sustainable travel.
Over the course of 2019, regular meetings were held with various
organisations including the International Air Transport Association
(IATA), the Spanish Aviation Safety and Security Agency (AESA), AENA,
the public company responsible for managing Spain’s airports and
SENASA, a company that provides training and maintenance services
for the aviation industry etc., in order to adopt a consensus regarding
the major challenges facing the industry: namely safer air travel and
reducing the sector’s impact on the environment.
The survey conducted amongst institutions failed to provide a
representative sample as only 3 of the 30 surveys sent out were returned.
Institutional expectations regarding Air Europa include stringent
compliance with regulations and an active role to promote measures that
will secure sustainable development.
The highest ranking environmental impact was climate change, together
with noise.
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