




















































































































































































Amadeus Global Report 2019 896. Amadeus industry affairs

��������
����

�������������
��������������
�����������

���
�����������
�����
��������������������

���
��������������������

���
���������
���

�	�����

����
�������	������
�������������
��������������
�����������

������������
����

����������������
������������������

���������
����������������

������������

������
��������

�����
����������������
�
���������������

�����������
�������������

����
�	������������������

��������
����

�����
�������������

�
������������������
���������

����
���� ��������������

������������

����������������
�
�����������������

���������
��


���������
������
�����

���������

��›�
����������������

����›���������
�����		������

��

��������������������


���	

���������
�����	���

��
����������


����
›�
���

›��������������

��	������

��������������
���	��������
�

����
��
����������
���������	���
�������������

�����������	���

���	����
�����		����

������
���
�������
������������

›����
›��������������
������������	�
��
����������

���
����������������

��		�������

����
�����������������
������	��������

����
��������������
���������������
��
���������


����
������
���������

�����
�����������������

�������������
��������

�����������

����
������������

��������
�������
����������

���
�������������������

���
�����������������

�������������

��›������������
���������

��������
������
����������������

������������
�������

�����������
›���������

��������
��
�����������������

������������
��
�������

�������	���

������
���������	

�����	���
�����
����������������

�������	���
���������

������
�������	

����������������������
��������
��������

����������������	�����
�����
�������
�

���������������������������

�������������

������
�����	������������������������������������������������������������

GRI 102-12, 102-13, 102-40



Amadeus Global Report 201990 6. Amadeus industry affairs GRI 102-12, 102-13

Working with trade associations 
on common agendas 

Amadeus builds strong relationships with industry trade 
associations that represent the interests of our customers and other 
stakeholders in the travel sector.

Promoting universal and business  
model–neutral standards  
with airline associations
Amadeus is a long-time strategic partner of the International Air 
Transport Association (IATA), and we engage actively with the airline 
community in the development of industry standards. 

We share advice and knowledge relating to Amadeus’ areas 
of expertise through IATA’s various working groups, advisory 
forums (New Distribution Capacity (NDC), Passenger Distribution 
Management Group Advisory Forum (PDMG AF) and Transparency in 
Payments (TIP)) and think tanks (Airline Industry Retailing (AIR), One 
Order, One ID and Simplifying the Business (StB)).

Our active engagement in the development of new industry 
standards is needed to ensure that IATA’s standards5 improve 
the efficiency of the airline distribution value chain and take into 
account the needs and requirements of all stakeholders. Amadeus 
and industry stakeholders promote standards that are non-
discriminatory in nature, developed without favoring any one player 
or business model over another.

To ensure broad industry engagement, Amadeus is also a member 
of the Airline Distribution Stakeholder Forum (ADSF), an open 
forum comprising trade associations in indirect airline distribution, 
including travel agencies. 

During 2019 ADSF and the newly formalized and operational 
Distribution Industry Standards Working Group (DISWG) directly 
engaged with IATA on developments of the agency accreditation 

5 T2RL (2019). Technology – Innovation and Standardisation in the Airline Industry.

models, IATA’s settlement systems (NewGen ISS) and proposed 
industry standards on payments (Transparency in Payments (TIP)). 

Amadeus’ and industry stakeholders’ efforts in this area have 
resulted in the formalization of IATA’s Distribution Advisory 
Council (DAC), with independent distribution stakeholders now well 
represented. This council is especially noteworthy in that, after 
persistent insistence by Amadeus, it now brings together all airline 
distribution stakeholders (airlines, agencies, and global distribution 
systems and other IT providers) in a formal and IATA-sanctioned 
group to address strategic issues and overall industry evolution. 

The continued efforts of ADSF, DISWG and the newly formed DAC are 
now known as the Airline Distribution Advisory Forum (ADAF). The 
work of this forum demonstrates the benefits of broader industry 
collaboration on standardization processes by consolidating the views 
of experts from the indirect distribution industry on how standards 
should be developed for optimal impact and wider adoption in the 
marketplace, while serving the needs of all stakeholders. 

SME airlines at the heart of a competitive 
market place
In 2019 Amadeus joined the European Regions Airline Association 
(ERA), reinforcing our commitment to supporting SME players  
in aviation. 

As a member, we advise the association on relevant EU industry and 
policy topics. Through participation in workshops and an industry 
affairs working group, we share our expertise on topics such as 
digitalization, connectivity, distribution and sustainability, ensuring 
that SME players remain competitive and relevant in the European 
aviation sector. 

Close collaboration to bring value  
to the travel agency community
The travel agency community is a very relevant partner for Amadeus 
to develop common industry initiatives related to key policy areas. 

Amadeus works closely with the travel agency community across 
the world, represented by the World Travel Agents Associations 
Alliance (WTAAA), of which the European Travel Agents’ and Tour 
Operators’ Associations (ECTAA) and the American Society of Travel 
Agents (ASTA) are the most important members.

As an allied member of ECTAA, we work together in areas of 
common interest relating to air travel distribution, strategic 
guidance on the development of industry standards, and the 
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establishment of a sustainable tourism sector. To do so, we conduct 
joint research studies, and we establish open and transparent dialog 
with other industry parties in working groups and advisory forums.

We also partner directly with travel agency associations at 
both regional and national levels in the rest of the world. These 
organizations are important advocates for the travel industry as a 
whole, supporting transparency and neutrality, fair competition and 
the development of a sustainable travel and tourism sector.

Our representation in the travel  
buyer community
Amadeus is an allied member of the Global Business Travel 
Association (GBTA) and we collaborate closely with GBTA affiliates 
and other business travel associations in many countries. 

As GBTA’s partner, we support their industry events and awareness-
raising and training initiatives, and we work together on industry 
issues of common interest. 

Comprehensive access to neutral, transparent and comparable 
travel content is a key requirement for travel sellers and buyers, 
and both the travel seller and travel buyer communities are strong 
proponents of fair competition and consumer choice driven by a 
neutral and transparent marketplace.

Protecting consumers in the travel industry
Amadeus has built an active dialog with consumer and passenger 
associations to jointly promote a transport marketplace in which 
consumers can compare offers and choose among competing 
providers, thus benefiting from a competitive and efficient marketplace. 

During 2019 we engaged especially with the European Passengers’ 
Federation (EPF), the European Consumer Organisation (BEUC), 
the European Disability Forum (EDF) and national consumer 
representatives – the voice of European consumers on issues 
related to the airline distribution marketplace. 

In our role as Board member of EU Travel Tech, we participated 
in the General Assembly of EPF in Gdańsk, Poland and gave 
a presentation on the technological benefits and enhanced 
competitive dynamics that global distribution systems grant. 

We’ve also been asked to share insights about the regulatory 
framework protecting consumers; how technology facilitates the 
passenger experience; and how indirect distribution is safeguarding 
fair competition among airlines and giving consumers neutral and 
transparent choice.

Public–private sector partnerships 
transforming the industry
In the tourism sector, we work closely with the United Nations 
World Tourism Organization (UNWTO), of which Amadeus is an 
affiliate member. 

During 2019 we continued our partnership with UNWTO to 
promote sustainable development in the sector through the 
following joint initiatives: 

__ Sustainable transport and tourism systems

__ Digital transformation of the industry

__ Poverty reduction and social inclusion through employment in 
travel and tourism

__ Climate-neutral tourism growth 

Under this collaboration, we shared our expertise on innovation, 
start-ups, smart destinations, social issues and sustainability in 
dozens of forums with public and private stakeholders in the travel 
and tourism industry.

Amadeus is a full member of the WTTC in support of the broader 
travel and tourism industry, which generates over 10% of global 
GDP. Specifically, we’ve been directly engaged in thought leadership 
sessions on key concepts such as:

__ Interoperable and consumer-centric industry standards

__ Open and transparent collaboration frameworks in support of 
security and travel facilitation

__ Leveraging digital technologies and biometrics

__ Sustainable growth for our industry 

And in 2019 Amadeus was also a key partner of the WTTC Global 
Summit, held in Seville, Spain.

As an associate member of the European Travel Commission 
(ETC), Amadeus supports a broad range of activities related to 
strengthening the tourism industry in Europe as an engine of 
economic growth and employment. We do this through multi-
stakeholder collaboration, technology to support travel destination 
development, and joint research on key industry topics. 

Institutional relationships in key markets
Amadeus engages with government institutions and industry 
associations to contribute to the economic, social and technological 
development of several markets around the world. This allows us 
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to build strong institutional relationships, strengthen stakeholder 
networks in key markets and receive valuable information that is 
essential to understanding the key business and regulatory issues in 
the local markets. 

Amadeus holds the presidency of the Spanish-Turkish Chamber 
of Commerce and Industry. We are also a member of the Spanish 
Chamber of Commerce in both South Africa and Japan; of the EU 
Chamber of Commerce in China, Taiwan and South Africa; and of the 
Spanish Business Council in Dubai.6

Participation in industry 
initiatives and events 

As a trusted adviser willing to share insights and views, Amadeus 
is invited to participate in many sector initiatives and events across 
the world. We actively participate where we can make a meaningful 
contribution to a fact-based dialog and learn from exchanging views 
on factors affecting travel and tourism.

This engagement allows us to increase our visibility and build new 
relationships with governmental and industry representatives 
globally, while simultaneously enhancing Amadeus’ profile as 
a leading and innovative technology partner for the travel and 
tourism industry.

The following are some examples of initiatives and events that took 
place in 2019.

Discussing relevant EU transport regulations  
at the Florence School for Regulation
In May 2019, Amadeus participated in the Florence School for 
Regulation’s Executive Seminar on the Code of Conduct for 
Computerised Reservation Systems and the European Commission’s 
Directorate-General for Mobility and Transport (DG MOVE). It was 
focused on the impact of the regulation on the aviation market. 

6 Amadeus’ memberships in interest organizations or trade associations don’t 
constitute support for policy positions or initiatives these may take.

Amadeus gave a fact-based analysis of current and future market 
developments affecting competition and consumer choice in the 
airline ticket market. We highlighted the need for a level playing 
field for all competing players in the airline ticketing distribution 
market and to increase transparency for travelers through non-
discriminatory access to airline content in the ongoing reviews of 
airline and CRS regulations. 

Later in the year, in September, Amadeus was invited to the 
sixth Florence Intermodal Forum organized jointly by the Florence 
School for Regulation and DG MOVE, gathering relevant private and 
public transport industry representatives. Our contribution focused 
on lessons learned from the Code of Conduct for Computerised 
Reservation Systems that could be used to define smart policies for a 
seamless multimodal transport system in the EU. The conclusions of 
the forum reinforced the strategic importance of non-discriminatory 
access to transport data in fostering the development of multimodal 
travel information services in the EU.

Promoting capacity building  
for tourism destinations
As a part of our ongoing collaboration with UNWTO toward 
a sustainable tourism industry leveraging innovation, digital 
capabilities and big data, Amadeus joined the UNWTO Affiliate 
Member Product program. 

Amadeus and UNWTO agreed on a framework for masterclasses to 
build up the digital and data capabilities of tourism destinations. 2019 
saw the first Amadeus–UNWTO masterclass on data management, 
held in Vilnius, Lithuania in collaboration with the Lithuanian Tourism 
Ministry, for tourism professionals from all Baltic countries.

In Spain, Amadeus joined the Spanish network of smart destinations 
under the guidance of SEGITTUR, the Spanish public organization 
that promotes innovation and digitalization in tourism.

Pioneering an innovative approach to build 
a robust and sustainable travel and tourism 
industry in South Africa 
Amadeus joined forces with South Africa’s National Department 
of Tourism and its Department of Industry and Trade to support 
the growing needs of the country’s travel and tourism industry, 
with a commitment to sustainability and inclusive growth. This 
collaboration is consolidating an innovative industry alliance and 
strategic programs in South Africa. 
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This alliance aims to drive inclusive and transformational growth 
using a new data-driven digital platform. Through this platform, 
South Africa can build, promote and commercialize an expanded 
tourism offering. It can also curate and analyze tourism data for 
valuable insights into the services and business needs of industry 
players, to better service the needs of visitors. 

With a special emphasis on the skills that the travel industry 
requires, as well as the use of digital and virtual training facilities, 
the active involvement of the industry in the Travel and Tourism 
Training Academy will ensure that training leads to employability 
for young South Africans, with a special focus on women. It will also 
bring much-needed professional skills and technology solutions to 
boost SMEs in the tourism sector, especially in rural areas.

Industry collaboration on digital identity  
to leverage biometrics in travel and tourism
Amadeus has participated in an industry working group on biometric 
identification in travel and tourism led by WTTC. The new technology 
offers a significant opportunity to improve the traveler experience, 
realize the growth opportunity in travel and tourism, increase 
security and make traveling easier. 

WTTC’s goal, through their Seamless Traveller Journey program and 
in line with existing initiatives in this area, is to encourage the use 
of biometric technology and digital identity throughout the wider 
travel and tourism ecosystem. This will allow travelers to enjoy a 
seamless, secure and efficient end-to-end journey. 

In this working group, Amadeus highlighted the need for industry 
interoperability, technological independence, a global standards 
framework and a managed, consumer-centric approach.

Research partnership to empower women  
in tourism
Amadeus has joined forces with UNWTO, UN Women, the German 
development agency GIZ and the World Bank to produce the second 
edition of the landmark Global Report on Women in Tourism. 

The report provides a thorough assessment of how tourism 
contributes toward the United Nations Sustainable Development Goal 
5 – to achieve gender equality and empower all women and girls. 

It covers an extended geographical scope and includes in-depth 
industry analyses and case studies illustrating how women 
around the world are using tourism as a vehicle for empowerment 
and development.

Partnering to promote an inclusive travel industry
More than 2 billion people around the world have accessibility 
needs. They want to be able to travel more and be better connected. 
And while at Amadeus we’ve been proactive in promoting and 
improving accessibility, we believe that inclusive travel can be best 
achieved through public and private sector partnerships. 

In 2019 we partnered with the European Disability Forum (EDF), an 
independent, umbrella non-governmental organization that defends 
the interests of over 100 million persons with disabilities in Europe. 

We had the opportunity to participate in and make a presentation to 
the EDF Annual General Assembly, and we continue to have an open 
dialog to identify further areas of collaboration.

Amadeus at the fifth Summit  
of Travel Agencies Associations
Travel agencies are a key stakeholder in the air ticket distribution 
market and key in ensuring that travelers can compare travel offers 
in a transparent and efficient manner. 

Amadeus keeps an ongoing and open dialog with the travel 
agency community and other industry representatives to 
exchange views about the state of play and key market 
developments affecting the sector. 

In this respect, Amadeus participated in the fifth Summit of Travel 
Agencies Associations organized by the Spanish Confederation of 
Travel Agencies (CEAV) in Seville, Spain. We shared our views with 
200 airline and travel agency representatives from all over the 
world about the key challenges in the airline ticket distribution 
market. The debate centered on the potential negative impact of 
growing airline consolidation on consumer choice, competition and 
market access.

http://www.e-unwto.org/doi/book/10.18111/9789284420384
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CHAP TER 7

Environmental 
sustainability

In 2019 the level of awareness and action against 
climate change reached unprecedented intensity. This 
has been a pivotal year, in which social movements 
like “flight shaming” have strongly voiced concerns 
on the sustainability of travel and, particularly, of 
aviation. Consequently, the political and corporate will 
to address climate change is now higher than ever.

Travel industry sustainability and climate change 
in particular are global challenges by definition, 
and we need to work in cooperation to provide 
global solutions. In this context, Amadeus has been 
reinforcing its strategy to address environmental 
concerns – not only internally but also in cooperation 
with customers and industry stakeholders. Amadeus’ 
environmental sustainability strategy is based on 
three pillars: (1) the environmental efficiency of our 
operations; (2) the development of IT solutions that 
help our customers improve their environmental 
efficiency; and (3) partnering with industry 
stakeholders in joint sustainability initiatives  
in our industry.

7.1 Environmental 
efficiency of 
Amadeus operations
The first step in addressing environmental 
sustainability is to understand the environmental 
impact of our operations and to nurture a company 
culture that reduces environmental impact as much 
as possible.

Amadeus introduced its materiality analysis tool 
in 2009 to identify and address the major causes 
of environmental impact in our operations. The 
materiality analysis is regularly updated with 
input from internal teams, advice from external 
consultants and benchmarks from other companies 
in similar sectors. The analysis is coordinated and led 
by Amadeus’ Sustainability unit. 

In 2019 we carried out a full review of our materiality 
analysis, taking into consideration the impact of our 

GRI 103-1, 103-2, 103-3 (Environmental benefits 
of Amadeus solutions)
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most recent acquisitions, the evolution of the travel 
industry since the last full review of the materiality 
analysis in 2015, expectations from our stakeholders, 
and Amadeus' overall position in the travel industry.

Our use of office buildings across the world as well as 
the Amadeus Data Center have been identified in our 
materiality analysis as the main contributors to the 
environmental impact of our operations.

The infrastructure management team at the 
Data Center works toward the continuous 
improvement of the energy efficiency of this critical 
installation. Our initiatives in this area are based on 
recommendations from external consultants and on 
our own experts’ analyses.

Elsewhere, the Building & Facilities teams at local 
level are responsible for the optimization of the 
use of resources at our office buildings. They are 
supported in specific cases by technical teams that, 
for example, provide key performance indicators 
relating to the use of resources.

Amadeus’ Environmental 
Management System
Amadeus’ Environmental Management System (EMS) 
is the tool we use to measure, report and identify 

best practices, as well as continuously improve the 
environmental performance of our operations.

Material aspects of the EMS
We identified five material environmental elements:

__ Energy use: The most important component 
of our energy use is electricity. We measure 
electricity consumption at the Data Center and 
at our office buildings separately.

__ CO2 emissions: We follow the Greenhouse  
Gas Protocol (GHGP)1 standards to report  
CO2 emissions:

•	In Scope 1 we include emissions from natural 
gas and diesel. Fossil fuels at Amadeus are used 
mainly for heating purposes and to guarantee 
an uninterrupted power supply at the Data 
Center, through the use of a large generator. 

1 The Greenhouse Gas Protocol is the most widely used 
international accounting tool for government and businesses to 
understand, quantify and manage greenhouse gas emissions. 
The GHGP classifies emissions into three scopes. Scope 1: 
direct greenhouse gas emissions from sources owned by the 
company; Scope 2: indirect greenhouse gas emissions from 
electricity use; and Scope 3: emissions released by third 
parties as a consequence of the use of their services, such as 
emissions from travel providers for business travel.

GRI 103-1, 103-2, 103-3 (Environmental benefits 
of Amadeus solutions)
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•	In Scope 2 we include emissions linked to the use of electricity2 
at our office buildings worldwide and at the Data Center.

•	In Scope 3 we include emissions from paper consumption 
and from business travel. We gather information about 
business trips from our travel agency provider and we use 
the International Civil Aviation Organization (ICAO) carbon 
calculator to estimate emissions per passenger.

__ Paper consumption: We use badge-based printing devices 
to calculate the amount of paper we use. These automated 
systems permit precise monitoring and facilitate the 
identification of areas for improvement.
__ Water use: The use of water at Amadeus is divided into  
three categories:
•	Office buildings (kitchens, toilets, etc.)
•	Irrigation, in cases where we have gardens and the means  

of separately measuring irrigation-related consumption
•	Cooling of IT equipment
__ Waste generation: We generate waste at our premises from 
kitchens and from general office use. Waste is difficult to 
measure. The principal sources of information for reporting 
our waste are the recycling companies used by Amadeus. 
Waste generated by extraordinary activities, like works done in 
buildings, is generally measured, but for comparability reasons 
it is reported separately from regular waste. 

Geographical scope of the EMS
The EMS includes the reporting of the environmental impact of 
Amadeus operations. Amadeus has more than 100 offices across 
the world. Some of these workplaces are small and it becomes 
inefficient to measure and report the impact of all of them in a 
direct manner. Therefore, we have adopted a more efficient and 
pragmatic approach by which we report direct measurements of 
impacts in 15 of our largest sites (which represent approximately 
70% of the total Amadeus workforce worldwide) and then we make 
an estimation of the impact of the remaining sites based on the 
average consumption factors of the 15 sites. This new methodology 
has been externally validated. It was implemented in 2018 and it 
broadens the scope of our reporting to 100% of our impact.

The EMS includes the environmental reporting of some of the 
largest Amadeus sites by number of employees:

1. Nice, France
2. Bengaluru, India

2 The conversion factors applied, i.e. the amount of CO2 emitted per kWh used, 
are obtained from the latest updated averages for each country, published 
by the International Energy Agency in its publication CO2 Emissions from Fuel 
Combustion 2018. Paris, IEA Publications, pp. 182–469.

3. Miami, United States
4. Erding, Germany
5. Madrid, Spain (headquarters)
6. London, United Kingdom
7. Bad Homburg, Germany
8. Bangkok, Thailand
9. Sydney, Australia
10. Paris, France
11. Madrid, Spain (Amadeus Commercial Office)
12. Singapore
13. Waltham, United States
14. Manila, Philippines
15. Portsmouth, United States 

Environmental performance  
in one single figure and commitment  
to continuous improvement
Amadeus has developed a tailored methodology to condense in 
one single figure our environmental performance compared with 
the previous year. This methodology takes into consideration the 
elements reported in the EMS, efficiency ratios and company growth 
– factoring in number of employees and transactions processed.

Summarizing environmental performance in one figure facilitates 
the reporting to and understanding of top management, providing 
the opportunity to analyze aggregated results at different levels 
without losing any visibility of the details of both the individual 
performance of each geographical site and the environmental 
element in question.

The process of summarizing all environmental data collected in 
one performance figure – as shown in the following diagram – is 
outlined below:

1. Data collection of the 5 environmental material elements 
from the 15 sites included in the EMS. Data is gathered in a 
homogeneous way across all sites to facilitate comparison. For 
each environmental element, we measure total consumption 
and efficiency ratios:
•	At the Data Center efficiency is measured in terms  

of electricity consumed per transaction processed3

•	At office buildings efficiency is measured in terms  
of consumption per employee and year

3 In this context, transactions processed at the Data Center are defined as basic 
operations linked directly to our business. For example, bookings and passengers 
boarded processed.

GRI 103-1, 103-2, 103-3 (Waste generation and circular economy)
GRI 103-1, 103-2, 103-3 (Water consumption)



Five elements measured:

_Electricity
_CO2 emissions
_Paper
_Water
_Waste

Bad Homburg, Germany
Bangkok, Thailand
Bengaluru, India
Erding, Germany
London, United Kingdom
Madrid, Spain (2)
Manila, Philippines
Miami, US
Nice, France
Paris, France
Portsmouth, US
Singapore
Sydney, Australia
Waltham, US

(considering total 
consumption and capacity 
to manage)

_Data Center: 40% of total impact

_Office buildings: 60% of total impact

Environmental 
performance

vs.

previous year in 
one single figure

Data collection 
and verification

Measured 
performance vs. 
previous year

Weighting
of elements

Year 1

Negative
performance

Positive
performance

Year 2

Fi
ve

 e
le

m
en

ts
 m

ea
su

re
d

Factoring in 
company growth

Leveraging 
components 
of operations

20%
CO2 emissions

Paper
20%

10%
Water

10%
Waste

40%
Electricity

High

Growth in workforce 
and transactions

Efficiency ratios
(consumption per 
employee and per 
transaction)

Equal weight

Total consumption

Adjusting 
targets 
according 
to company 
growth

Medium

Low

Environmental performance 
in one single figure and commitment 
to continuous improvement
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* Total Amadeus sites worldwide estimated from the sites included in the Amadeus Environmental System, except transactions 
and revenue, which include direct data for the entire company.

Business growth

Number of employees

Transactions processed

Revenue

Environmental impact

Total electricity consumption at office buildings

Total electricity consumption at the Data Center

Total CO2 emissions (Scopes 1+2)

Impact per employee and transaction

Electricity per employee

Electricity per transaction processed at the Data Center

CO2 emissions per employee (Scopes 1+2)

-31.4%

-73.9%

-36.7%

-21.6%

93.4%

35.2%

137.2%

181.8%

113.6%

2019 vs. 2009 business growth and environmental performance*

2. Measured performance versus previous year. For each element 
analyzed in the EMS, we compare results with the previous 
year. Performance is calculated as a percentage change 
over the previous year, where an increase in consumption is 
considered negative and a reduction positive.

3. Weighting of elements. We allocate specific weightings to 
each element included in the EMS based on total consumption 
and on our capacity to manage each element. The weightings 
assigned are illustrated in the graphic on the previous page.

4. Factoring in company growth. Reducing resource consumption 
is easier when company growth is slow, and vice versa. 
Therefore, the evaluation of environmental performance takes 
into consideration company growth. When the company is 
growing rapidly, we assign more weight to efficiency ratios 
(resource consumption per employee or per transaction 
processed) and less to total consumption. Nonetheless, the 
trends in total consumption of resources are always considered, 
as the minimum weight allocated to the evolution of total 
consumption is 25%. On the other hand, in a context of slow 
growth, we assign more weight to total consumption of 
resources and less to the efficiency ratios.

5. Leveraging components of operations. Due to the different 
nature of their activities, we analyze environmental performance 
at the Data Center and at office buildings separately. Based 
on total resource consumption as well as on our capacity 
to influence performance, we allocate 40% of the overall 
environmental impact to the Data Center and 60% to office 
buildings. For the Data Center, we evaluate impact and 
performance based on energy consumption. For the office 
buildings, we take into consideration the five elements mentioned 
earlier: electricity, CO2 emissions, paper, water and waste. 

The process explained above is also used to set objectives 
and follow up on our performance. Our strategy is based on a 
combination of targets linked to the performance of the previous 
year, together with a long-term plan that guarantees continuous 
improvement and meeting long-term targets, like carbon neutrality.

Environmental performance of Amadeus 
operations in 2019
Overall, the main conclusions from the monitoring of the 
environmental performance of Amadeus operations in 2019 are:

__ A remarkable decrease in CO2 emissions, thanks to the use of 
Guarantees of Origin of renewable energy at the Data Center. 
This resulted in zero emissions at the Data Center.4

__ A reduction of waste generated and water and paper used at 
global level, despite an increase of more than 10% in average 
workforce throughout the year.
__ An overall improvement in efficiency ratios of impact 
per employee. Particularly remarkable are the electricity 
consumption and the CO2 emissions per FTE.
__ Following our methodology, overall company performance 
improved by 8.02% in 2019, thanks principally to the use of 
Guarantees of Origin and to the more frugal use of resources in 
our offices. 

Environmental performance  
at office buildings
A combination of environmental best practices implementation at 
company level and the development of pro-environmental behavioral 
changes is critical to enhancing sustainability performance.

4 Data Center emissions were 29,661 t of CO2 (Scopes 1 and 2) in 2019. 

Examples of best practices at office buildings

Waste
generation

_Replacing individual 
workstation bins with common 
area bins to reduce waste and 
improve classification of waste

_Elimination of the use of plastic 
as much as possible. Vending 
machines are replacing plastic 
cups with individual ceramic mugs

_Implementing a proper 
infrastructure to promote 
classification of waste

_Working with vendors that collect 
waste to improve the measurement 
and management of waste

In addition, the Amadeus global campaign “Green is the New Blue” launched 
by Amadeus’ People & Culture unit, promoted behavioral change in the use of 
resources, engaging Amadeus leaders by recording short videos in which they 
explained their initiatives to reduce impact. The internal campaign resulted in 
increased interest and engagement by a large number of employees. 
Particularly remarkable were the efforts to reduce the use of plastic.

Water
use

 
_Implementing leak 
detection units to 
reduce water loss

_Implementing motion sensor 
taps, water flow regulators and 
aerators in bathrooms to 
optimize consumption

_Using water-efficient 
dishwashers 
in kitchens

_Using drip irrigation systems and 
plants with low water consumption

In Singapore, our office building includes a 
condenser system to avoid water waste in the 
cooling system due to condensation. Amadeus 
buildings in some sites like Sydney harvest 
rainwater from the roo�op for various uses.

_Use of Guarantees of Origin 
of renewable energy for the 
Data Center, saving close to 
30,000 t of CO2 per year  

_Shared transport facilities at our largest sites like 
Bengaluru, with an estimated reduction of more than 
600 t of CO2 annually. Our office in Nice provides a 
shuttle service between the main sites to reduce CO2 
footprint and traffic congestion

_ Purchasing 
carbon-neutral 
products and services 
from vendors

_ Awareness campaigns to 
promote frugal consumption 
of energy

CO2 emissions
reduction

 

 

Paper
consumption

 
 

The new global badge-based printing 
system has been implemented at 
Amadeus worldwide. The new system 
permits significant savings. Based on 
statistics of more than 14,000 users, we 
found that more than 6% of print jobs 
sent to the printers end up being deleted, 
saving a significant amount of paper.     

_Global implementation of 
badge-based printing systems that 
reduce paper wasted and help to 
raise awareness about paper 
consumption, in addition to other 
benefits like improved confidentiality

_Sending 
used 
paper for 
recycling

_Setting all printer defaults to 
black-and-white, double-sided printing. 
Use of recycled paper when possible

_Global marketing 
efforts to reduce paper 
use in advertising, using 
digital means instead

_Broad implementation of electronic 
signatures for contracts, reducing 
significantly the paper copies printed, 
courier usage and overall time taken 
to review and sign contracts

_Initiatives like activity-based 
working* in some of our sites like 
our Sydney office, reducing overall 
use of resources, including paper

Electricity
consumption

 

At our London site, the LED lighting system 
regulates the intensity of artificial light 
according to the natural light available, and the 
photovoltaic panels on the roof have produced 
close to 90,000 kWh in the first three-month 
period since implementation. 

_ Replacing incandescent bulbs with LEDs; 
for example, in 2019 we have estimated a 
saving of 59,635 kWh for implementing 
LEDs at our premises in Bengaluru (India)

_ Switches connected to 
movement-detection control systems

_ Thorough planning of 
areas covered by specific 
light switches

_ Automatically switching 
off lights at certain hours

_ Use of Guarantees of 
Origin of renewable energy

_ Inclusion of energy performance clauses in our contracts 
with vendors like in Nice, which resulted in a 7% reduction 
in electricity consumption

* Activity-based working (ABW) is based on an office set-up that allows employees to choose from a variety of office settings according to the nature of what they are doing, combined with a workplace experience that 
empowers them to use those spaces throughout the day. In ABW, the individual ownership of a workstation is replaced by a more flexible set-up.

GRI 302-4, 305-5



Amadeus Global Report 2019 997. Environmental sustainability

Examples of best practices at office buildings

Waste
generation

_Replacing individual 
workstation bins with common 
area bins to reduce waste and 
improve classification of waste

_Elimination of the use of plastic 
as much as possible. Vending 
machines are replacing plastic 
cups with individual ceramic mugs

_Implementing a proper 
infrastructure to promote 
classification of waste

_Working with vendors that collect 
waste to improve the measurement 
and management of waste

In addition, the Amadeus global campaign “Green is the New Blue” launched 
by Amadeus’ People & Culture unit, promoted behavioral change in the use of 
resources, engaging Amadeus leaders by recording short videos in which they 
explained their initiatives to reduce impact. The internal campaign resulted in 
increased interest and engagement by a large number of employees. 
Particularly remarkable were the efforts to reduce the use of plastic.

Water
use

 
_Implementing leak 
detection units to 
reduce water loss

_Implementing motion sensor 
taps, water flow regulators and 
aerators in bathrooms to 
optimize consumption

_Using water-efficient 
dishwashers 
in kitchens

_Using drip irrigation systems and 
plants with low water consumption

In Singapore, our office building includes a 
condenser system to avoid water waste in the 
cooling system due to condensation. Amadeus 
buildings in some sites like Sydney harvest 
rainwater from the roo�op for various uses.

_Use of Guarantees of Origin 
of renewable energy for the 
Data Center, saving close to 
30,000 t of CO2 per year  

_Shared transport facilities at our largest sites like 
Bengaluru, with an estimated reduction of more than 
600 t of CO2 annually. Our office in Nice provides a 
shuttle service between the main sites to reduce CO2 
footprint and traffic congestion

_ Purchasing 
carbon-neutral 
products and services 
from vendors

_ Awareness campaigns to 
promote frugal consumption 
of energy

CO2 emissions
reduction

 

 

Paper
consumption

 
 

The new global badge-based printing 
system has been implemented at 
Amadeus worldwide. The new system 
permits significant savings. Based on 
statistics of more than 14,000 users, we 
found that more than 6% of print jobs 
sent to the printers end up being deleted, 
saving a significant amount of paper.     

_Global implementation of 
badge-based printing systems that 
reduce paper wasted and help to 
raise awareness about paper 
consumption, in addition to other 
benefits like improved confidentiality

_Sending 
used 
paper for 
recycling

_Setting all printer defaults to 
black-and-white, double-sided printing. 
Use of recycled paper when possible

_Global marketing 
efforts to reduce paper 
use in advertising, using 
digital means instead

_Broad implementation of electronic 
signatures for contracts, reducing 
significantly the paper copies printed, 
courier usage and overall time taken 
to review and sign contracts

_Initiatives like activity-based 
working* in some of our sites like 
our Sydney office, reducing overall 
use of resources, including paper

Electricity
consumption

 

At our London site, the LED lighting system 
regulates the intensity of artificial light 
according to the natural light available, and the 
photovoltaic panels on the roof have produced 
close to 90,000 kWh in the first three-month 
period since implementation. 

_ Replacing incandescent bulbs with LEDs; 
for example, in 2019 we have estimated a 
saving of 59,635 kWh for implementing 
LEDs at our premises in Bengaluru (India)

_ Switches connected to 
movement-detection control systems

_ Thorough planning of 
areas covered by specific 
light switches

_ Automatically switching 
off lights at certain hours

_ Use of Guarantees of 
Origin of renewable energy

_ Inclusion of energy performance clauses in our contracts 
with vendors like in Nice, which resulted in a 7% reduction 
in electricity consumption

* Activity-based working (ABW) is based on an office set-up that allows employees to choose from a variety of office settings according to the nature of what they are doing, combined with a workplace experience that 
empowers them to use those spaces throughout the day. In ABW, the individual ownership of a workstation is replaced by a more flexible set-up.

GRI 305-5
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Amadeus' Data Center  
becomes carbon neutral

The energy consumption from our data 
center is the single most important 
element of Amadeus’ environmental 
impact, representing more than 50% 
of our total energy consumption.

Due to the significant company 
growth and the increasing volume 
of transactions processed in the last 

years, energy efficiency measures needed to be complemented 
with other initiatives to achieve our objectives.

In 2016 we set a company-wide carbon-neutral growth policy, 
with 2015 as the baseline year. Since then, we have implemented 
measures to reduce emissions and worked with the UNFCCC 
(United Nations Framework Convention on Climate Change) to 
offset the emissions that we couldn’t avoid, to reach our target. 
We invested in Clean Development Mechanism projects in India 
and offset more than 32,000 tons of CO2, with Certified Emissions 
Reductions from these projects.

In 2019 we took a significant step forward by moving the Data 
Center to 100% renewable energy. This was achieved through the 
purchase of Guarantees of Origin of renewable energy. With the 
use of Guarantees of Origin, we have reduced our CO2 emissions 
company-wide (Scope 2) by 61%.5

Environmental performance  
at the Amadeus Data Center
Energy efficiency is a priority at the Data Center. The measures 
taken to improve performance were selected from a combination of 
internal analysis by our experts and reviews and recommendations 
from external consultants. In this respect, the Amadeus Data Center 

5 Excluding carbon offsetting carried out in 2018. Including carbon offsetting the 
reduction would be 42.7%.

has maintained since 2010 the Energy-Efficient certification from 
TÜV SÜD for its power supply, cooling and climate control processes 
and IT equipment, as well as its procurement, installation and 
de-installation procedures, following a thorough analysis of our 
infrastructure. The certification has been subsequently renewed in 
2012, 2015 and 2018. The current certification is valid until 2021. 
Amadeus has also extended the Data Center certification to  
EN 50600, the new EU standard for data centers that is even 
broader in scope and more demanding.

In 2019 the Amadeus Data Center reduced CO2 emissions to 
zero. This initiative represents a significant step to achieve zero 
company emissions, in alignment with the objectives of the Paris 
climate change agreement.

Examples of measures taken to improve our energy efficiency 
and reduce CO2 emissions include the implementation of more 
efficient cooling machines that reduce the energy required to 
cool servers and also optimize the use of water. In addition, with 
the heat produced by this cooling machine and a heat exchanger, 
we are able to heat the Systems and Network Control Center. 
Moreover, we replaced nine old transformers with energy-
optimized transformers. The estimated savings generated by these 
operational efficiency improvements are 306,000 kWh (34,000 
kWh per transformer). In 2019 we also replaced the exterior light 
bulbs by LED lights. This action reduced the power consumption by 
an estimated 42,760 kWh per year. 

The Data Center’s Power Usage Effectiveness (PUE)6 in 2019 was 1.33.7

Setting longer-term environmental 
objectives
Since 2016 we have been implementing a carbon-neutral growth 
policy. In 2019 we improved further and delivered net emissions 
reductions of 28,250 tons of Scope 2 emissions thanks to energy 
efficiency measures and the use of Guarantees of Origin. Amadeus 
is a signatory to the UN Climate Neutral Now Pledge, and these 
initiatives help us to honor this commitment and move in the right 
direction toward zero emissions.

6 The Power Usage Effectiveness is a common metric used to measure the energy 
efficiency of data centers. The closer to 1 the PUE, the more efficient the data 
center is.

7 Our long term target for 2025 is to achieve a PUE of 1.32, improving from the 
2018 PUE of 1.34. The objective for 2019 was therefore a PUE of 1,337.

GRI 305-5

Watch our video Building  
a sustainable workplace
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7.2 Environmental benefits 
of Amadeus solutions
Amadeus invested €988 million in 2019 in R&D projects. ↪ We 
develop technology solutions that help to improve the operational 
efficiency of customers, and this increased operational efficiency 
is linked in many cases to improved environmental efficiency. 
Environmental benefits expand to a wide range of stakeholders in 
the industry, including airlines, airports, travelers and cities.

We describe below the environmental benefits of Amadeus solutions 
in the five stages of the travel cycle.

_Inspiration
Information on estimated CO2 emissions per passenger flight is 
included in some of Amadeus’ distribution platforms. The source 
of information for the estimations of emissions is the ICAO8 
carbon calculator. Customers also have the ability to compare the 
environmental effects of different itineraries.

_Booking
During the booking phase, some of Amadeus’ solutions offer the 
possibility of obtaining CO2 emissions estimations for different 
itineraries. Travelers can then incorporate CO2 emissions as an 
additional element into their booking decision-making process, together 
with traditional parameters like schedules, availability and fares.

_Pre-trip
Amadeus Airport Sequence Manager permits improved planning 
of aircraft movements at airports’ runways and a sophisticated 
aircraft slot assignment, helping airports and airlines to reduce their 
operational environmental impact by minimizing the amount of time 
that aircraft spend taxiing on the runway. If such solutions were to 

↪ See “Technology and innovation,” p. 52.

8 The United Nations agency in charge of civil aviation. Amadeus has an 
agreement in place with ICAO to use its carbon calculator on Amadeus platforms 
for the purpose of providing emissions estimations to travelers and corporations.
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equipment, reducing the use of resources (fuel, aircraft, airport 
infrastructure, etc.) per passenger flown. Amadeus completed its 
acquisition of Optym in February 2020.

_On-trip
Amadeus Altéa Departure Control-Flight Management helps airlines 
accurately estimate the fuel needed for a specific flight, using 
sophisticated algorithms and historic data. The accurate estimation 
of the weight of the aircraft before the fuel is loaded (zero-fuel 
weight) permits significant savings in fuel burn, emissions and 
economic costs. In this respect, a study carried out by Amadeus in 
conjunction with its customer Finnair analyzed more than 40,000 
flights and concluded that a mid-sized carrier can save a minimum 
of 100 tons of fuel and more than 315 tons of CO2 emissions per 
year. Assuming that a similar level of savings is achieved by all our 
customers using the same flight management solution, the amount 
of CO2 emissions thus reduced would exceed the total emissions 
associated with Amadeus’ operations (Scopes 1 and 2).

Amadeus Schedule Recovery helps airlines make rapid decisions 
in moments of operational disruption. It enables them to improve 
operational efficiency and customer service while minimizing 
negative environmental impact by finding optimum solutions for 
each disruption.

_Post-trip
There is an increased demand from corporations for solutions that 
help measure travel-related emissions. Some of Amadeus’ solutions 
offer the possibility of obtaining post-trip CO2 emissions reports 
aggregated at different levels and times. We are working on the 
expansion in scope and features of such solutions.

7.3 Participation in industry 
environmental initiatives
Long-term industry sustainability requires that all industry 
stakeholders work together toward this common objective. For 
this reason, the third pillar of our environmental sustainability 
strategy is to identify and engage in collaborative environmental 
sustainability projects.

In order to raise awareness of aviation carbon emissions, and to 
support the use of a common methodology to estimate carbon 
emissions per passenger and encourage mitigation actions, 
Amadeus and ICAO have a long-term agreement in place whereby 

Environmental benefits of Amadeus solutions at the five stages of the travel cycle

Distribution platforms
CO2 display

Inspiration

Distribution platforms
CO2 benchmark

Booking

Amadeus Airport Sequence Manager
Helps to decrease the amount of time aircra� spend on the 
runway, reducing fuel, emissions, noise and local pollution

Amadeus Airport Common Use Service 
Helps to reduce the need for local IT equipment and energy 
costs by leveraging cloud technology

Pre-tripAmadeus Schedule Recovery
Helps airlines to make efficient decisions in times of 
disruption

Amadeus Altéa Departure Control-Flight Management
Accurate estimations of aircra� weight permit fuel 
and emissions reductions

On-trip

Corporate booking tools
CO2 post-trip reporting

Post-trip

be implemented at the major airports of the European Civil Aviation 
Conference, the European Union estimates savings of over €120 
million in fuel costs and a reduction of more than 250,000 tons of 
CO2 emissions.9

Amadeus Airport Common Use Service helps to reduce energy 
consumption at airport buildings by reducing the amount of IT 
infrastructure required at airports.

Using advanced algorithms that estimate demand and analyze risks, 
Amadeus Sky Suite by Optym helps airlines to make fundamental 
decisions related to airline networks, flight frequencies and 

9 Eurocontrol (European Organization for the Safety of Air Navigation) (2008). 
Airport CDM Cost Benefit Analysis.



Amadeus Global Report 2019 1037. Environmental sustainability

_Contact with 2+ million
  travelers per day
_Operating in 190+ countries

_Legitimacy
_Neutrality

_Global reach

ICAO and Amadeus partnership

Carbon
calculator

Travel
industry
reach

GRI 102-15, 201-2

Amadeus uses ICAO’s carbon calculator on our distribution 
platforms, providing travelers with information about greenhouse 
gas emissions released during their trips. ICAO's carbon calculator 
brings the benefits of global reach, as well as neutrality and 
legitimacy to represent the aviation industry.

Our agreement with ICAO has also encouraged the development 
of local initiatives to support the use of ICAO’s carbon calculator 
and the offsetting of travel-related emissions. This includes the 
development of mid- and back-office solutions that include post-
trip carbon reporting, as well as facilitating access to carbon 
offsetting schemes.

During 2019 we continued our cooperation with institutions like 
the World Travel and Tourism Council and academic institutions 
like Griffith University (Australia). In this respect, Amadeus was 
involved in the production of the Global Sustainable Tourism 
Dashboard, developed in cooperation with the University of Surrey 
(United Kingdom) and the Griffith Institute for Tourism, to which 
Amadeus contributed by sharing aggregated travel data. The Global 
Sustainable Tourism Dashboard provides a broad insight into how 
the travel sector is contributing to key sustainability goals.

In 2019 we also contributed to the production of the UN World 
Tourism Organization’s (WTO) landmark report Transport-related 
CO2 Emissions of the Tourism Sector10 with aggregated travel 
information data and trends.

The report Airline initiatives to reduce climate impact written by 
professor Susanne Becken to which Amadeus also contributed with 
aggregated travel information and insights, was launched at the 
Madrid UN Conference of the Parties on climate change (COP25).

7.4 Climate change–related 
risks and opportunities
The travel and tourism industry needs to contribute to achieving the 
1.5–2 degrees maximum increase target set by the Paris climate 
agreement. The actions required for the achievement of the target 
require fundamental changes in the travel industry. 

Amadeus is involved in the travel experience of millions passengers 
daily. We are an important player in the travel and tourism industry 

10 This report is available at: https://www.e-unwto.org/doi/
book/10.18111/9789284416660.

and we acknowledge our responsibility to contribute to the fight 
against climate change.

The climate change–related risks faced by Amadeus can be 
classified into the following categories:

Physical risks
Physical risks affecting the communities 
in which we operate
Amadeus operates in over 190 countries. The risk of climate 
change impact and/or extreme weather events affecting any of 
these communities is therefore very high. As part of our social 
responsibility efforts, we have built a global team of more than 

∧
Amadeus participated at COP25 in  
the panel “Climate Action in Travel  
and Tourism,” co-organized by the WTTC  
and the UNFCCC.

https://www.e-unwto.org/doi/book/10.18111/9789284416660
https://www.e-unwto.org/doi/book/10.18111/9789284416660
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80 social responsibility representatives who, among other things, 
coordinate emergency responses in the event of natural disasters 
occurring in the markets we serve.

Physical risks affecting our travel 
providers and/or customers
Risk of global exposure to physical risks like extreme weather events 
is limited, and the impacts tend to be local. Our 24-hour follow-the-
sun customer service network is set up to provide extra support in 
case of need.

Physical risks affecting Amadeus’ operations
Amadeus’ operations rely on two basic kinds of infrastructure:  
(1) commercial, technology and support organizations, with offices 
across all continents; and (2) the Amadeus Data Center. The 
probability of a severe weather event affecting any of our numerous 
offices worldwide is relatively high, but fortunately the adverse 
impact of such events is mitigated by communications technology 
that allows for uninterrupted customer service in most cases 
and redundancy. Moreover, our Risk & Compliance Office directly 
manages all infrastructure-related risks for the Data Center, where 
strict prevention and mitigation measures are implemented.

Regulatory risks
Climate-related discussions and initiatives at local, national and 
international level continue to increase, and we expect they will 
continue to gain momentum over the mid-term. Accordingly, many 
countries have introduced climate change–related regulations. A 
principal focus of these regulations is the reporting and reduction 
of greenhouse gas emissions, particularly of CO2, as well as the 
promotion of renewable sources of energy. We have identified two 
kinds of environmental regulations that may present an opportunity 
and a risk to Amadeus.

Carbon-reporting regulations
Some countries like France have already passed legislation 
mandating that corporations should build and report carbon 
footprint inventories. In the specific sector of transport,11 travel 
providers are required to inform travelers about emissions released  
as a consequence of their trips. Amadeus can help corporations 
gather the data required for this reporting.

11 Decree No. 2011–1336 (France), October 24, 2011.

However, there is also the risk that these regulations will become 
too complex or heterogeneous, making it costly for Amadeus to help 
corporations report emissions. The Amadeus Industry Affairs team is 
working with several stakeholders, including the European Union, to 
advocate for a homogeneous approach across countries in relation 
to reporting and reducing emissions.

Regulations that impose charges on 
emissions and/or emissions reductions
An example of such a regulation is the European Union’s Emissions 
Trading Scheme (ETS). The ETS was first implemented in 2005, and 
extended to the aviation sector in 2012.

At the moment, we do not expect these regulations to have 
a significant impact on Amadeus in the short term, given the 
relatively low cost of compliance with the ETS scheme (which is 
unlikely to reduce travel demand) and the geographical spread 
of Amadeus’ operations. Nonetheless, we are closely monitoring 
developments on this front, since we are seeing increased interest 
in this topic from social media movements, which may result in 
more stringent legislation.

In addition, Amadeus’ IT solutions that help airlines to reduce fuel 
consumption and emissions will improve our value proposition.

Reputational risks
Travelers and the general public are increasingly aware of climate 
change risks and expect environmentally responsible operations 
from companies. Even though Amadeus’ exposure to the general 
public is limited, we need to prioritize compliance with the 
industry's environmental standards, making sure our performance 
in this field excels.

The Amadeus EMS provides a solid record of our performance 
evolution and permits the easy identification of areas for 
improvement. Additionally, Amadeus has been included in external 
sustainability indices like the Dow Jones Sustainability Index 
(DJSI)12 and the CDP,13 which provide recognition of commitment to 

12 The Dow Jones Sustainability Indices (DJSI), launched in 1999, are a family 
of indices evaluating the sustainability performance of the largest 2,500 
companies listed on the Dow Jones Global Total Stock Market Index.

13 Formerly the Carbon Disclosure Project – an international, not-for-profit 
organization providing the only global system for companies and cities to 
measure, disclose, manage and share environmental information. CDP is 
recognized as the main international standard for climate change reporting and 
management for corporations.
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sustainability. The opportunities for Amadeus relating to climate 
change are divided into the following two categories.

Opportunities for new products  
and services
As mentioned above, corporations are becoming increasingly 
involved in the reporting of greenhouse gas emissions associated 
with their operations, including emissions linked to the business 
travel of employees. Taking advantage of the data and information 
processed by Amadeus, we can offer solutions that:

__ Display emissions during the booking process, comparing 
emissions released on different alternative itineraries.

__ Provide post-trip reports to corporations so they can measure, 
report and follow up on their environmental impact relating to 
business travel.

__ Facilitate mitigation measures, such as carbon offsetting programs. 

Opportunities for enhanced value proposition
Amadeus designs IT solutions to improve operational efficiencies 
for our customers that translate into environmental efficiencies, 
particularly in relation to reduced fuel consumption and emissions 
for travel providers.

Technology risks
Climate–change related technology risks for Amadeus are 
linked to the increasing speed at which new solutions are being 
developed and deployed to market. We need to increasingly factor 
in sustainability in the design of our IT solutions to respond to the 
increased concern from the market.

Market risks
Travel industry stakeholders are under increasing pressure to 
include environmental sustainability, and climate change in 
particular, in their value proposition and portfolio of products and 
solutions. The number of travelers demanding sustainable travel 
options is significantly increasing.

We need to help our customers, and especially airlines to make 
visible efforts to reduce their emissions and position themselves in 
the area of emissions reductions.

Amadeus in sustainability indices
Sustainability indices provide a valuable benchmark 
to assess how Amadeus compares to other companies 
and industries on sustainability performance.↪

For the eighth consecutive year, Amadeus has been 
included in the Dow Jones Sustainability Indices 
(DJSI) in both the World and Europe categories. 
Importantly, the DJSI evaluate sustainability 
performance very comprehensively, including 
economic, environmental and social dimensions. 
One of the most remarkable scores achieved in 
the DJSI results announced in September 2019 
was environmental reporting, where Amadeus 
achieved the maximum score of 100 points. 
We believe transparent and clear non-financial 
information reporting is a fundamental step for 
long-term sustainability and we have reinforced our 
commitment in this direction.

Amadeus also participated in CDP Climate Change in 
2019 and obtained a score of B.

Amadeus has also been included for the sixth 
consecutive year in the FTSE4Good Sustainability 
Index. The FTSE4Good Index Series includes 
companies that reflect strong Environmental, Social 
and Governance (ESG) risk management practices.

And in 2019, for the first time, we were evaluated by 
EcoVadis and awarded a silver medal, which means 
our score was within the top 25 percentile.

↪ See “Amadeus profile,” p. 13.

8
years

At internal level, our workforce is demonstrating increasing concern 
in making sure that Amadeus lives up to expectations in terms 
of environmental credentials, and we need to keep up with these 
expectations to attract the best talent.
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Regulators

External audit

Line of
Defense

_Line and support 
management 

_Internal audit 

Has ownership, responsibility 
and accountability for 
assessing, controlling and 
mitigating risks 

Monitors and facilitates the 
implementation of effective risk 
management practices by the 1st 
line and assists risk owners in 
reporting risk-related information 
throughout the organization 

Provides assurance to the Group’s 
governing body and senior management on 
the organization’s effectiveness in assessing 
and managing risks and related internal 
control systems, including the manner in 
which the 1st and 2nd lines operate

Three Lines of Defense and Combined Assurance

Line of
Defense

Line of
Defense

                            _Human resources
                        _Financial control
                   _Legal
              _Security
         _Risk management
     _Data privacy
_Compliance

Senior management 
Governing body / Board / Audit Committee  

CHAP TER 8

Corporate risk 
management

Amadeus adopted the Three Lines of Defense Model 
a few years ago with the endorsement of the Board 
of Directors and the Executive Committee. This 
model integrates, coordinates and aligns all Amadeus 
support and assurance functions for the effective 
management of risk across the Group.

Since its adoption, the model has fostered effective 
risk management across Amadeus, especially through 
the adoption of a Combined Assurance concept, 
through which we have expanded the coordinated 
management of control activities and the sharing  
of results.

GRI 102-11, 102-16, 102-17, 102-30
GRI 103-1, 103-2, 103-3 (Compliance, 

governance & business ethics)
GRI 103-1, 103-2, 103-3 (Human rights)
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Compliance policies
_Amadeus Code of Ethics 
  and Business Conduct
_Anti-Bribery Policy 
_Anti-Fraud Policy
_Business Continuity Policy
_Entertainment/Gi� Policy
_Information Classification Policy
_Speak Up Policy

Finance policies
_Corporate Purchasing Policy

Human
resources policies
_Amadeus Human Rights Policy
_Health and Safety Policy

Industry affairs policies
_Amadeus Environmental Policy
_Charitable Contributions Policy
_Political Contributions
  and Lobbying Policy
_Social Responsibility Policy
  and Practice

Information security policies
_Acceptable Use Policies

Legal policies
_Corporate Privacy Policy
_ACO Privacy Manual
_Antitrust and Competition Law – 
  Compliance Manual 
_Internal Rules of Conduct
  to the Securities Market
_Security and Privacy Handbook

Amadeus policies

First Line of Defense: 
executive management, 
management and staff

Amadeus’ commitment to integrity and transparency 
begins with its own staff. Amadeus employees adhere 
to the ethical standards set forth in the Amadeus 
Code of Ethics and Business Conduct and related 
policies. We don’t see this code and our core policies 
purely as a “rule book,” but as a mutual agreement 
across the company to promote positive behaviors 
that will add value to our business and ensure the 
highest standards of integrity at all times. The areas 
covered in the code are:

__ Commitment to the environment

__ Avoiding conflicts of interest

__ Protecting personal data and confidentiality

__ Handling relations with third parties and the 
media in a sensitive manner

__ Handling company property, equipment and 
installations with care 

In 2017 we drew up our Human Rights Policy, 
affirming our commitment to international human 
rights. We expect all our suppliers and business 
partners to uphold internationally recognized 
standards regarding working conditions and the 
dignified treatment of employees.

Human rights form part of Amadeus’ risk analysis 
framework. We evaluate the risks of infringing on the 
following rights: 

__ Non-discrimination

__ Collective bargaining

GRI 102-11, 102-16, 102-17, 102-30, 205-1
GRI 103-1, 103-2, 103-3 (Compliance, 
governance & business ethics)
GRI 103-1, 103-2, 103-3 (Human rights)
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GRI 103-1, 103-2, 103-3 (Human rights)

__ Freedom of association

__ Fair wages

__ No child labor or forced labor

__ Adequately healthy and safe working conditions 

Although such risks fall very low on our risk map, we have a 
series of mitigating and monitoring actions to manage them, both 
internally and with our suppliers and business partners.

Our mergers and acquisitions procedures also include due diligence 
on human rights–related risks. Our Integration team ensures that 
Amadeus’ policies are effectively implemented into newly integrated 
companies. And our Speak Up Policy encourages employees to 
report any breach of the Code of Ethics and Business Conduct, 
including potential human rights violations.

During 2019 no significant breaches of the Code of Ethics and 
Business Conduct were reported.

The core policies listed below are supported by systems which 
undergo regular internal and external quality reviews to ensure 
regulatory compliance and application of best practices. We have 
instruments in place for employees to seek advice on whether 
certain activities are considered ethical or lawful according to 
our corporate policies. One key instrument, the Ethics Committee, 
provides guidance as well as receives reports of any unethical or 
unlawful behavior.

Second Line of Defense: internal 
governance functions

Control activities are embedded in all areas of the company. Major 
control activities are carried out from departments such as Risk & 
Compliance, Security, Privacy, Legal, Finance and People & Culture.

Risk management and controls
Risk & Compliance is responsible for centralizing the continuous 
monitoring of major risk and compliance issues within Amadeus. 
It also leads a transversal Combined Assurance program also 
involving the Group Privacy Unit and the Corporate Information 

Security Office. The Combined Assurance program coordinates its 
activities with other functions focused on business control. This 
includes our Regional Business Oversight commissions (made up of 
senior personnel from Legal, HR, Finance and our business units) 
and our Internal Financial Controls unit (oversees compliance with 
the Internal Control over Financial Reporting (ICFR) standard).

Risk & Compliance develops Amadeus’ Corporate Risk Map and 
establishes control and monitoring procedures for each of the 
identified risks, in conjunction with the owner responsible for each 
risk. The risks ascertained from this analysis, as well as monitoring 
measures, are reported on a regular basis to the Risk Steering 
Committee and the Audit Committee, as well as the Executive 
Committee and the Board of Directors.

We continually monitor the most significant risks that could affect 
the activities and objectives of Amadeus and its companies. 
Amadeus’ general policy regarding risk management and monitoring 
focuses on:

__ Achieving the company’s long-term objectives in line with its 
established strategic plan

__ Giving the maximum level of guarantees to shareholders and 
defending their interests

__ Protecting the company’s earnings

__ Protecting the company’s image and reputation

__ Giving the maximum level of guarantees to customers and 
defending their interests

__ Guaranteeing corporate stability and financial strength over time 

The ultimate aim of the Corporate Risk Map is to provide visibility 
on significant risks and facilitate effective risk management. Risk 
analysis is a fundamental element of the company’s decision-
making processes, both within the governing bodies and in the 
management of the business as a whole.

The Corporate Risk Map also takes into account the global risks 
identified each year by the World Economic Forum1 – such as 
economic, environmental, geopolitical, societal and technological risks. 

The Corporate Risk Map takes into account issues or risks that could 
impede Amadeus from achieving its strategic objectives as well as 
other issues that have not yet manifested sufficiently to be managed 
– commonly referred to as “known unknowns” or emerging risks. 

1 World Economic Forum (2019). Global Risks Report 2019, 14th Edition.
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These are newly developing or changing risks that are difficult to 
identify and quantify and could have a major impact on society and 
the industry. Examples include:

__ Increased share of elderly travelers. We need to understand 
the particular requirements of this segment of travelers. Our 
development teams are designing products and services to 
adapt to this growing market. 
__ Extremely fast digital development. New economic models 
of travel distribution emerge as a consequence of rapid 
technological changes. We are mitigating this risk through 
a combination of measures that include R&D investment, 
strengthened customer relationship and innovation initiatives, 
among others.
__ Climate change. Risks for our business include both the physical 
effects of climate change, as well as behavioral change from 
travelers. We are considering how to include sustainability concerns 
in the travel purchase process, in addition to our initiatives to 
reduce emissions in our operations and for our customers. 

The latest version of the Corporate Risk Map defines the most critical 
risks relating to Amadeus’ operations and objectives, including: 

__ Technological risks derived from failures in the infrastructure or 
caused by cyber-attacks
__ Operational risks that could affect the efficiency of business 
processes and services
__ Security and compliance risks 
__ Commercial risks that could affect customer satisfaction
__ Reputational risks
__ The macro-economic and geopolitical environment
__ Trends in the travel and tourism industry 

Some of these risks have evolved from the previous Corporate Risk 
Map, while others have been newly identified.

These highlighted risks are assigned to risk owners at the highest 
level of the company, who are given the duty of proposing the 
risk response. Progress with mitigation and evolution of key 
risks is submitted to the Risk Steering Committee for review 
and consideration, together with any proposed action plans for 
necessary measures or further actions.

Due to its transversal and dynamic character, this process identifies 
new risks that affect Amadeus arising from changes in the 
environment or the revision of objectives and strategies.

In the current business environment, with its increasing stakeholder 
demand for transparency, ethics and social responsibility, 

reputational risk management is becoming increasingly relevant. 
The Amadeus Reputational Risk Map is fully integrated into the 
overall Corporate Risk Map of the company. So assessing the 
reputational impact of a particular risk is embedded into our 
methodology. Similarly, cybersecurity risks are managed through 
a security risk framework driven by our Corporate Information 
Security Office, which is also integrated into the Corporate Risk Map.

In addition to managing risks, Amadeus is very focused on ensuring 
compliance with initiatives such as the General Data Protection 
Regulation (GDPR) of the European Union. Our activities also extend 
to existing control standards such as PCI-DSS (credit cards), SOC 1 
(computer controls) and ISO 27001 (security).

Amadeus, like any other organization, is exposed to risks that could 
significantly disrupt key internal services to Amadeus as well as 
external IT services that we provide to customers. To ensure minimal 
disruption in such catastrophic events, Amadeus has implemented a 
Business Resilience Program designed to protect our people, assets and 
infrastructure, and minimize the potential impact to acceptable limits.

Finally, through the training and awareness plan coordinated by Risk & 
Compliance, we try to ensure that all employees understand and apply 
best practices on ethical behavior as well as security and privacy.

The Risk & Compliance Office works closely with the following committees:

__ The Ethics Committee, which provides guidance on ethical 
behavior and compliance issues. This committee also addresses 
any concerns that employees may have and assists in the 
implementation of the Code of Ethics and Business Conduct. 
Promoting integrity, transparency and ethical conduct in all 
our operations is very important to us, and we have a zero-
tolerance approach to prohibited practices, both in our internal 
affairs and external operations.

__ The Risk Steering Committee, which is a decision-making body 
empowered by the Executive Committee to provide oversight 
and guidance on risk management activities and issues across 
Amadeus. This includes risk assessment and prioritization, risk 
mitigation strategies and crisis response. 

Both the Ethics Committee and the Risk Steering Committee meet 
several times a year.

Amadeus Corporate Information  
Security Office
Amadeus continuously reviews and improves its processes to keep 
ahead of upcoming threats, ensuring that technical controls are 
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** PCI-DSS: Payment Card Industry Data Security Standard.* SSDLC: Secure So�ware Development Life Cycle.

Security
Operations

Center

Amadeus Corporate Information Security Office

Regional security offices
Extended security awareness and control
to all Amadeus regions and subsidiaries

Ensures that:

_All security policies and security  
  architecture standards are properly 
  monitored and controlled.

_Amadeus is protected against 
  known threats and attacks.

_Security incidents are handled
  with proper communication.

_Security incidents are
  investigated and contained.

_Artificial intelligence is used
  to identify vulnerabilities. 

_User behavior analytics are used
  to provide us with actionable   
  insights by identifying patterns 
  of traffic caused by user behaviors,  
  both normal and malicious.

Data leak prevention
Ensure that critical information in
any format does not leak out to 
unauthorized persons/destinations

ISO 27001 
certification
ISO 27001 level 3 certification 
at Amadeus corporate level

SSDLC*
Ensure the implementation of 
secure so�ware development 
methodologies according
to SSDLC standards

Security
normative framework
Policies and framework are 
implemented and used to 
assess security risks.

Mitigation plans put in place

Access control
Ensure that only authorized
persons have access to confidential 
information on a need-to-know
and need-to-handle basis

PCI-DSS** compliance
Ensure that Amadeus is PCI-DSS 
compliant and that we are
prepared for changes in PCI-DSS 
compliance requirements

Security by design
Ensure that security is observed
from the beginning of every new
product and project

Security awareness
Create and follow up on 
employee security awareness

GRI 103-1, 103-2, 103-3 (Data security & privacy protection)
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** PCI-DSS: Payment Card Industry Data Security Standard.* SSDLC: Secure So�ware Development Life Cycle.

Security
Operations

Center

Amadeus Corporate Information Security Office

Regional security offices
Extended security awareness and control
to all Amadeus regions and subsidiaries

Ensures that:

_All security policies and security  
  architecture standards are properly 
  monitored and controlled.

_Amadeus is protected against 
  known threats and attacks.

_Security incidents are handled
  with proper communication.

_Security incidents are
  investigated and contained.

_Artificial intelligence is used
  to identify vulnerabilities. 

_User behavior analytics are used
  to provide us with actionable   
  insights by identifying patterns 
  of traffic caused by user behaviors,  
  both normal and malicious.

Data leak prevention
Ensure that critical information in
any format does not leak out to 
unauthorized persons/destinations

ISO 27001 
certification
ISO 27001 level 3 certification 
at Amadeus corporate level

SSDLC*
Ensure the implementation of 
secure so�ware development 
methodologies according
to SSDLC standards

Security
normative framework
Policies and framework are 
implemented and used to 
assess security risks.

Mitigation plans put in place

Access control
Ensure that only authorized
persons have access to confidential 
information on a need-to-know
and need-to-handle basis

PCI-DSS** compliance
Ensure that Amadeus is PCI-DSS 
compliant and that we are
prepared for changes in PCI-DSS 
compliance requirements

Security by design
Ensure that security is observed
from the beginning of every new
product and project

Security awareness
Create and follow up on 
employee security awareness

considered and addressed, and that our people are aware of our 
policies, controls and processes to avoid or minimize the impact of 
these threats. We follow the ISO 27001 standard, including:

__ Corporate security objectives and controls set by our Corporate 
Information Security Office.
__ Our Security Risk Map, which gives priorities for the 
implementation of mitigations.
__ A maturity assessment carried out by a third party to identify 
security gaps, which are also monitored and followed in our 
Corporate Security Program. 

All these activities are monitored and controlled by our Corporate 
Security Program (SHIELD). 

From a global operations and technology perspective, Amadeus has 
established an independent Security Operations Center to monitor at 
all times the security status of the services we provide to customers. 
This service also helps us understand emerging technical threats and 
invest in the most appropriate technology to mitigate new risks.

Since January 2017 Amadeus has been a member of the Aviation 
Information Sharing and Analysis Center (A-ISAC), showing our 
continuous commitment to increasing our customers’ trust and the 
sharing of best practices.

Third Line of Defense:  
Group Internal Audit

Amadeus’ Group Internal Audit:

__ Supports the Audit Committee in monitoring the effectiveness of 
the company’s internal control and risk management systems.
__ Provides independent and objective assurance and consulting 
services designed to add value and improve Amadeus’ 
operations. It helps accomplish our goals by using a systematic, 
disciplined approach to evaluate and improve the effectiveness 
of governance, risk management and control processes. This 
includes the potential for fraud and how the organization 
manages fraud risk.
__ Covers all companies, businesses and processes majority-
owned or controlled by Amadeus. Every year, Group Internal 
Audit performs a thorough background and risk assessment 

exercise to verify and update our audit priorities. This considers, 
among other dimensions:
•	The Group’s strategic objectives and projects
•	The Corporate Risk Map
•	Internal/external challenges and enablers identified  

through interviews with senior management and major 
control functions

•	Magnitude and geographical footprint of the Group’s entities 
and activities

•	Audit cycles 

The output leads to the formalization and approval by the Audit 
Committee of a yearly internal audit plan. 

The legal entities included in Group Internal Audit reviews 
during 20192 represented more than 60% of the total Amadeus 
workforce. The main risks identified during internal auditing are 
reported to senior management and the Audit Committee, and 
their status is periodically updated until resolution or acceptance 
by the governing bodies.

As an optimum complement to its independent reviews, Group 
Internal Audit holds periodic coordination meetings with the main 
control, business and technology units.

The reporting lines and authority of Group Internal Audit are set 
by the Audit Committee to ensure that it has sufficient authority 
to carry out its duties. To ensure Internal Audit’s objectivity, its 
staff have no direct operational responsibility or authority over 
any of the activities audited. Accordingly, internal auditors do not 
implement internal controls, develop procedures, install systems, 
prepare records or engage in any other activity that may impair 
their judgment.

Group Internal Audit is governed according to the mandatory 
elements of the Institute of Internal Auditors’ (IIA) International 
Professional Practices Framework (IPPF). This includes its Core 
Principles, its Definition of Internal Auditing, its International 
Standards and its Code of Ethics. Group Internal Audit also runs a 
Quality Assurance & Improvement Program that combines ongoing 
monitoring with periodic internal and external assessments. 
The program includes the evaluation of Group Internal Audit’s 
conformance with the IPPF. It also assesses the efficiency and 
effectiveness of Group Internal Audit and identifies opportunities for 
continuous improvement.

2 Including internal audit reviews, and the assessment of the design and 
effectiveness of the Internal Control over Financial Reporting (ICFR) and the 
Corporate Crime Prevention (CCP) models.

GRI 102-13, 102-30
GRI 103-1, 103-2, 103-3 (Compliance, governance & business ethics)
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General Shareholders' Meeting

President & CEOExecutive
Committee

Board
Secretariat

Internal auditor 

Board
of

Directors

Nominations
and

Remuneration
Committee

Audit
Committee

Amadeus' corporate
governance structure

CHAP TER 9

Corporate 
governance

Amadeus upholds the highest levels of corporate 
governance, which helps us maintain our market 
leadership and our reputation as a trusted partner 
for customers, suppliers and other stakeholders. 
Our corporate governance policies and procedures 
are designed to help us achieve our objectives and 
protect the interests of our shareholders.

Amadeus’ main legal norms relating to corporate 
governance were drawn up when the company was 
listed on the Spanish stock market in April 2010. 
These norms were adapted to the new mercantile 
framework resulting from the amendments  
to the Spanish Capital Companies Act, as well as  
the European Union’s Market Abuse Regulation.  
They comprise:

__ Company bylaws

__ Regulations of the Board of Directors

__ Regulations of the General Shareholders’ Meeting

__ Internal rules of conduct relating to the 
securities market 

The following documents, among others, have been 
approved by Amadeus’ various governing bodies and 
complement and integrate the company’s general 
corporate governance policy:

__ Tax strategy

__ Audit Committee Regulations

__ Corporate Crime-Prevention Policy

__ Policy Regarding Communication and Contact 
with Shareholders, Institutional Investors and 
Proxy Advisers

__ Directors’ Selection Policy

__ Directors’ Remuneration Policy (2019–2021) 

GRI 102-18, 102-26
GRI 103-1, 103-2, 103-3 (Compliance, 

governance & business ethics)
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General  
Shareholders’ Meeting
The General Shareholders’ Meeting is the highest body 
representing Amadeus’s share capital. It exercises 
its powers exclusively in the spheres of corporate 
law and the company’s bylaws. According to these, 
shareholders must meet at least once a year, within 
the first six months, to debate and adopt agreements 
concerning their most important economic and legal 
duties. These include, among others:

__ Appointment of Board members
__ Review and approval of the annual accounts
__ Appropriation of results
__ Appointment of external auditors
__ Authorization for the acquisition of treasury stock
__ Supervision of the Board’s activities 

Both Spanish law and the company’s bylaws give the 
General Shareholders’ Meeting the exclusive power of 
adopting other important agreements, such as bylaw 
modifications, bond issues and mergers.

The Spanish Capital Companies Act gives further 
significant powers to the General Shareholders’ 
Meeting, which is now the competent body 
responsible for discussing and agreeing to any 
purchase, sale or contribution of essential assets 
from or to another company.

The General Shareholders’ Meeting may also decide 
on business transactions amounting to the liquidation 
of the company, as well as on the Remuneration 
Policy of the Board of Directors.

Board of Directors

The Board of Directors is Amadeus’ highest 
representative, administrative, managerial and 
controlling body. It sets out the company’s general 
guidelines and economic objectives, and carries out 
the company’s strategy (steering and implementation 

of company policies), supervision activities (controlling 
management) and communication functions (liaising 
with shareholders).

The Spanish Capital Companies Act also gives further 
powers to the Board of Directors, some of which are 
non-delegable (for listed companies). In this regard, 
the Board of Directors is the responsible body for 
policies on, among others:

__ Corporate social responsibility
__ Risk management and control  
(including fiscal risks)
__ Corporate governance
__ Tax strategy 

Members of the Board of Directors are appointed by 
resolution of the General Shareholders’ Meeting for an 
initial period of three years. After this, they can be re-
elected for additional periods of one year, with no limit.

Amadeus has had a Directors’ Selection Policy since 
2016. This selection process looks at a range of 
factors, including but not restricted to:

__ The business’s current strategy
__ The Board’s composition, especially its members’ 
industry, functional and geographic experience
__ The Board’s diversity, especially but not limited 
to gender diversity 

Amadeus recognizes and embraces the benefits of 
having a diverse Board, and sees increasing diversity 
of knowledge, experience and gender at Board level 
as an essential element in continually improving the 
Board’s effectiveness. A truly diverse Board will include 
and make good use of differences in its directors’ 
skills, regional and industry experience, background, 
race, gender and other distinctions. These will be 
considered in determining the optimum composition of 
the Board and will be balanced appropriately. All Board 
appointments are made on merit in terms of skills, 
experience, independence and knowledge that can 
contribute to the Board’s effectiveness.

The Directors’ Selection Policy aims for at least 30% of 
the Board’s seats to be held by women by the year 2020. 
Although the commitment remains, the Nominations 
and Remuneration Committee considers its achievement 
more likely throughout the year 2021, as part of an 
orderly process of succession in the Board.

GRI 102-18, 102-24, 102-26
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Mr. Tazón is an Engineering graduate from the Universidad 
Politécnica of Madrid. He was Amadeus’ President and Chief 
Executive Officer between 1990 and 2008. He was part of the 
initial team of experts who in 1987 founded Amadeus and created 
its blueprint, functions and strategy. His 18-year tenure as Chief 
Executive Officer saw consistent growth, global expansion and the 
start of the company’s successful diversification strategy.

 

Mr. José Antonio 
Tazón García

Chairman

He served on the Board of Directors of Expedia Inc. (online travel 
agency) from 2009 to 2016; was appointed Chairman of Ufinet 
Telecom SAU (telecommunications operator) from 2014 to mid-2018; 
and has served as an independent director of HBG Ltd. (tourism 
sector) since 2016. He is a member of the Spanish Permanent 
Commission of the Tourism Board of the Confederation of Employers 
& Industries of Spain (CEOE).

He joined Amadeus’ Board of Directors in 2008 and has served as its 
Chairman since 2009.

Composition of the Board of Directors

Name or corporate name of director Position on the Board Date of first 
appointment Nature

Position on the committees

Audit Committee Nominations and 
Remuneration Committee

Mr. José Antonio Tazón Chairman 12/02/2008 Independent

Mr. Guillermo de la Dehesa Vice Chairman 04/29/2010 Independent Member Member

Mr. Luis Maroto President & CEO 06/26/2014 Executive

Mr. William Connelly Director 06/20/2019 Independent

Dame Clara Furse Director 04/29/2010 Independent Chairman Member

Mrs. Pilar García Director 12/15/2017 Independent Member

Mr. Stephan Gemkow Director 06/21/2018 Independent

Mr. Pierre-Henri Gourgeon Director 12/29/2005 Other external Member

Mr. Nicolas Huss Director 06/15/2017 Independent

Mr. Peter Kuerpick Director 06/21/2018 Independent Member

Mr. Francesco Loredan Director 02/21/2005 Other external Member

Mr. Josep Piqué Director 06/20/2019 Independent

Mr. David Webster Director 05/06/2010 Independent Member Chairman

Mr. Tomas López Fernebrand Secretary (non-director) 01/18/2006

Mr. Jacinto Esclapés Vice Secretary (non-director) 01/18/2006
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Mr. de la Dehesa is a Law graduate from the Complutense University 
of Madrid. He also studied Economics and became an economist for 
the Spanish government (TCE) in 1968. In 1975 he assumed the 
role of Director General of the Spanish Ministry of Foreign Trade, 
before moving to the Spanish Ministry of Industry and Energy to 
assume the roles of Director General of the Ministry of Trade and 
Secretary General of the Ministry of Industry and Energy. In 1980 
he was appointed Deputy Managing Director of the Bank of Spain, 
before taking a role with the Spanish government as Secretary of 
State for Trade in 1983 and Secretary of State for Finance in 1986 
at the Spanish Ministry of Economy and Finance, where he was also 
a member of the EEC’s ECOFIN.

 

Mr. Guillermo de la 
Dehesa Romero

Vice Chairman

He is a member of several renowned international corporate groups. 
Since 2002, he has served as both an independent director and 
the Vice Chairman of Santander’s Board of Directors, as well as 
a member of its Executive Committee. He has also served as an 
independent director of Santa Lucía Vida y Pensiones (international 
insurance company) from 2002 to 2018, after the integration of 
Aviva Vida y Pensiones into Santa Lucía Group. He has also served 
on the Board of Directors of Campofrío Food Group from 1997 to 
2014 and on the Board of San José Group until 2014. He was an 
international adviser for Goldman Sachs for 28 years, until 2016. He 
is also Chairman of the Board of the IE Business School in Madrid, 
Honorary Chairman of the Center for Economic Policy Research in 
London and a member of the Group of Thirty (G30) in Washington.

He joined Amadeus’ Board of Directors on April 29, 2010.

Mr. Maroto became Amadeus’ President and Chief Executive Officer 
on January 1, 2011.

From 2009 to 2010 he was Amadeus’ Deputy Chief Executive 
Officer, responsible for the company’s strategy as well as the 
finance, internal audit, legal and human resources functions. He 
was instrumental in Amadeus’ return to the stock market with the 
company’s successful IPO in April 2010.

He joined Amadeus in 2000 as Director, Marketing Finance. In that 
role, he supported Amadeus’ commercial organization throughout 
its international expansion and consolidation, supervising the 
strategic and financial control of over 50 Amadeus subsidiaries 
around the world.

Mr. Luis  
Maroto Camino

President and Chief 
Executive Officer

He was promoted in 2003 to Chief Financial Officer, taking 
responsibility for the global Amadeus finance organization. 

Prior to joining Amadeus, he held several managerial positions at 
Bertelsmann Group. In 2019 he also became a director of Dufry AG 
(global travel retailer).

A Spanish citizen, he holds a Law degree from the Complutense 
University of Madrid, a Master’s in Business Administration from 
the IESE Business School in Barcelona and further postgraduate 
qualifications from Harvard Business School and Stanford.

He joined Amadeus’ Board of Directors as Executive Director on June 
26, 2014 and was appointed Consejero Delegado on October 16, 2014.

Mr. William Connelly is an Economics graduate from Georgetown 
University. He is currently non-executive Chairman of the Supervisory 
Board of Aegon NV. He is also an independent director of Société 
Générale Group and Self Trade Bank SAU.

He held various management positions at ING Group NV from 
1995, until he became the ING Bank Management Board member 

Mr. William Connelly
Director

responsible for wholesale banking in 2011 until 2016. At ING he was 
also Chief Executive Officer of Real Estate from 2009 to 2015. He 
started his career from 1980 to 1990 with Chase Manhattan Bank, 
before joining Baring Brothers Co. Ltd. from 1990 to 1995. 

He has broad financial services experience in corporate finance, 
financial markets, real estate and lending.

He joined Amadeus’ Board of Directors on June 20, 2019.
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Mrs. García is a Law graduate of the University of Madrid, CEU 
San Pablo, and holds a Master’s in Business Administration 
from the Open University, Milton Keynes, United Kingdom. She 
is an experienced executive with a long history in the field of 
technology, working in multinational environments and focusing on 
technological innovation and organizational effectiveness.

She was a leader at IBM Corporation for more than 25 years, during 
12 of which she held high-level responsibilities in its European 
headquarters and across the world. She was Executive Vice 
President of IBM Global Digital Services, Cloud and Security, based 
in New York, in her last leadership position until 2016.

Mrs. Pilar García 
Ceballos-Zúñiga

Director

She was General Manager in Spain of INSA (currently ViewNext) 
and General Manager of Softinsa in Portugal for five years, a 
services company specialized in application development and 
infrastructure services.

She served as member of the Steering Committee of IBM Spain 
and Portugal, IBM Southwest Europe and INSA, leading IBM’s global 
committees for the management and transformation of strategic 
and commercial areas, as well as internal process optimization.

She is currently President of the Board of Trustees for the Caja de 
Extremadura Banking Foundation, Liberbank, and Vice-President of 
the Association of Spanish Foundations since June 2019.

She joined Amadeus’ Board of Directors on December 15, 2017.

Mr. Gemkow holds a degree in Business Administration from 
Paderborn University. He began his professional career as a 
consultant for BDO Deutsche Warentreuhand AG in 1988, before 
joining Deutsche Lufthansa AG in 1990, where he held various 
management positions in the sales, finance and human resources 
areas. He served as member of the Group Executive Board (Chief 
Financial Officer) at Deutsche Lufthansa AG until 2012. He then 

Mr. Stephan 
Gemkow

Director

became Chief Executive Officer of Franz Haniel & Cie., a globally 
active family-owned portfolio management company based in 
Germany, until 2019. He sat on Amadeus’ Board of Directors from 
2006 to 2013 as a proprietary director representing Lufthansa.

He is a director of Flughafen Zürich AG (airport sector) and of JetBlue 
Airways Corp. (airline sector).

He joined Amadeus’ Board of Directors on June 21, 2018.

Dame Clara Furse graduated from the London School of Economics 
with a degree in Economics in 1979. She is the Chairman of HSBC 
UK, the ring-fenced bank of HSBC Group. She is also a non-executive 
director of Vodafone Group PLC.

She was an external member of the Bank of England’s 
Financial Policy Committee, joining the new statutory body and 
macroprudential regulator in 2013 and standing down in 2016. She 
was a non-executive director of Nomura Holdings from 2010 to 

Dame Clara Furse
Director

2017. Until 2017 she was also the lead independent director of the 
UK’s Department for Work and Pensions.

From 2001 to 2009 she was Chief Executive of the London Stock 
Exchange, a FTSE 100 company. During this period she was also a 
non-executive director of Euroclear PLC, LCH Clearnet Group Ltd. 
and Fortis SA, and a member of the Shanghai International Financial 
Advisory Council. From 2009 to 2013 she was a non-executive 
director of Legal & General Group.

She joined Amadeus’ Board of Directors on April 29, 2010.
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Mr. Kuerpick holds a doctorate in Theoretical Physics from the 
University of Kassel and has conducted postdoctoral research 
at Kansas State University and the University of Tennessee, 
Knoxville. He also holds a Master’s in Environmental Sciences from 
the University of Kassel, and a Corporate Master’s in Business 
Administration from INSEAD.

Mr. Peter Kuerpick
Director

He is an operating partner at Bain Capital, London, where he is 
overseeing the adoption of latest IT strategies in the company’s 
portfolio companies. He joined Bain Capital from HERE Technologies, 
where he oversaw software engineering as Chief Technology 
Officer. Previously, he held numerous technology leadership roles 
at HERE Technologies, Unify, Software AG and SAP, where he was 
instrumental in the conception and development of SAP NetWeaver.

He joined Amadeus’ Board of Directors on June 21, 2018.

Mr. Huss holds a degree in Law and a master’s degree in Political 
Science and Government, both from the University of Toulouse.

He joined Ingenico Group, a global leader in seamless payment, on July 
1, 2017, as Executive Vice President, Strategy and Performance. He 
then became Executive Vice President, Retail Business Unit until 2018, 
before being appointed Group Chief Operating Officer. In the same 
year, he was appointed Chief Executive Officer and Board member.

He was the Chief Executive Officer of Visa Europe until June 2017. His 
three-and-a-half-year tenure at Visa Europe was marked by the sale 
of the company to Visa Inc. Post-acquisition, he was also a member 
of the Visa Inc. Executive Committee.

Mr. Nicolas Huss
Director

Previously, he held a variety of Chief Executive Officer roles for 
Apollo Global Management, Bank of America and General Electric 
in different European and Latin American countries. He has over 20 
years of experience in the financial services industry.

He has also been a member of different Boards for Apollo, General 
Electric and Visa Europe. From 2015 to 2017 he was a Board 
member at Junior Achievement Europe, Europe’s largest provider of 
education programs for youth and student entrepreneurship, work 
readiness and financial literacy.

He joined Amadeus’ Board of Directors on June 15, 2017.

Mr. Gourgeon holds an Engineering degree from the École 
Polytechnique in Paris and the École Nationale Supérieure de 
l’Aéronautique, as well as a Master of Science from the California 
Institute of Technology in Pasadena. He has held various positions as 
an engineer for the French Ministry of Defense in its technical and 
aeronautical production departments. He was Director General of 
the French Civil Aviation Authority between 1990 and 1993, prior to 
joining Air France Group in 1993 as the CEO of Servair.

Mr. Pierre-Henri 
Gourgeon

Director

He held various positions with Air France until becoming its Chief 
Operating Officer in 1998, and the Chief Executive Officer of Air 
France-KLM from 2009 to 2011, when he left all his seats in Air 
France-KLM Group. He was member of the Board of Directors of 
Groupe Steria, a French IT business services entity for the private 
and public sectors, until the merger of Steria with Sopra in 2014, 
which ended his Board membership. In addition, he is President of his 
own professional consultancy, PH Gourgeon Conseil.

He joined Amadeus’ Board of Directors on December 29, 2005.
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Mr. Webster is a Law graduate from the University of Glasgow and 
qualified as a solicitor in 1968. He began his career in finance as 
a manager of the corporate finance division of Samuel Montagu & 
Co. Ltd. From 1973 to 1976, as Finance Director, he developed Oriel 
Foods, which was sold to RCA Corporation. In 1977 he co-founded 
Safeway (formerly Argyll Group), a FTSE 100 company, of which he 
was Finance Director and latterly, from 1997 to 2004, Executive 
Chairman. He was a non-executive director of Reed International PLC 
from 1992, Reed Elsevier PLC and Elsevier NV from 1999, as well as 
Chairman of Reed Elsevier from 1998 to 1999, retiring from all three 
Boards in 2002.

Mr. David Webster
Director

He has been a director in numerous business sectors and has a 
wide range of experience in the hotel industry in particular. For nine 
years he was non-executive Chairman of InterContinental Hotels 
Group PLC until 2012. He was non-executive Chairman of Makinson 
Cowell Ltd. until 2013 and a non-executive director of Temple Bar 
Investment Trust PLC until 2017. He is also non-executive Chairman 
of Telum Media Group Pte. Ltd. and Vuma Ltd., as well as a member 
of the Appeals Committee of the Panel on Takeovers and Mergers 
in London.

He joined Amadeus’ Board of Directors on May 6, 2010. 

Mr. Piqué holds a degree in Economics and Business Studies as 
well as a Law degree from the University of Barcelona. He has 
been lecturing in Economic Theory since 1984. He also worked as 
economist in the Studies Service Department of La Caixa from 1984 
to 1985. 

On the public stage of Spain, he has been Minister of Industry and 
Energy (1996–2000), a government spokesman (1998–2000), 
Minister of Foreign Affairs (2000–2002) and Minister of Science and 
Technology (2002–2003). He has also been a deputy and member of 
the Spanish parliament. 

He was Chairman and Chief Executive Officer of Ercros Group from 
1992 to 1996, Chairman of Vueling from 2007 to 2013, Director of 
Airbus Group from 2011 to 2014, Vice Chairman and Chief Executive 

Mr. Josep Piqué 
Director

Officer of OHL Group from 2013 to 2016 and an independent 
director of Aena from 2017 to 2019. Currently, he is the Chairman 
of ITP Aero, an independent director of SEAT SA and an independent 
director of Abengoa SA, among others.

In the field of civil society, he is member of the Board of Trustees 
of several foundations and associations. He is the President of the 
Spanish–Japanese Forum and Foundation, the Spanish–Korean 
Chamber of Commerce, the Search for Excellence Association, 
CITpax (Toledo International Center for Peace) and the Iberian–
American Business Foundation. He is Vice President of the Círculo de 
Empresarios (business forum) and was President of the Círculo de 
Economía (economics forum). 

He joined Amadeus’ Board of Directors on June 20, 2019.

Mr. Loredan is an Economics graduate from the London School of 
Economics and holds a Master’s in Business Administration from 
INSEAD. He worked as a credit officer for Bank of America-BAI in 
Milan for three years and spent four years with Boston Consulting 
Group in Paris and Milan. In 1989 he joined BC Partners, where he 
was Managing Partner and Co-Chairman until December 2014. 
Currently he is Director  of Oneiros Investments SA (private equity), 

Mr. Francesco 
Loredan

Director

Vice-Chairman of White Bridge Investments group of companies 
(private equity), and a director of some of its portfolio investments 
(Ancorotti SRL -cosmetics-, MAP SRL -spas and wellness facilities- 
and Nutkao SRL -chocolate spread manufacturer-). He is also 
a Director of Spring SA (private equity) and a Director of Pictet 
Alternative Advisors, SA (private equity/hedge fund).

He joined Amadeus’ Board of Directors on February 21, 2005.
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Mr. Josep Piqué and Mr. William Connelly were elected for a period 
of three years by decision of the General Shareholders’ Meeting 
on June 19, 2019 as a result of the increase of the number of 
seats on the Board from 11 to 13. The decision was submitted 
by the Board of Directors, upon proposal by the Nominations and 
Remuneration Committee.

In line with Article 35 of the bylaws of the company (term of office), 
the following directors were re-elected for an additional one-year term 
in the last Ordinary General Shareholders’ Meeting of June 19, 2019:

__ Mr. José Antonio Tazón

__ Mr. Luis Maroto

__ Mr. Guillermo de la Dehesa

__ Dame Clara Furse

__ Mr. Pierre-Henri Gourgeon

__ Mr. Francesco Loredan

__ Mr. David Webster 

Their re-election or replacement (together with that of Mr. Nicolas Huss), 
in line with the Directors’ Selection Policy and as approved by the Board 
of Directors on April 21, 2016 and upon proposal by the Nominations 
and Remuneration Committee, will also have to be submitted for 
decision to the General Shareholders’ Meeting in June 2020.

The financial expertise, broad management skills and dedication of 
the independent directors, as well as the industry knowledge of the 
other external directors, have contributed significantly toward the 
quality and efficiency of the Board’s operations and committees.

Having the Amadeus Chief Executive Officer as an Executive Director of 
the Board of Directors reinforces the communication channel between 
the Board and the company’s management team. This has been key in 
making the Board’s decision-making process more efficient.

During fiscal year 2019, six Board meetings were held, with 
attendance by all Board members whether in person, by proxy with 
specific voting instructions or through telematics. An additional mail 
vote session also took place in 2019.

The Chairman of the Board of Directors, Mr. José Antonio Tazón, and 
Amadeus Group’s Chief Executive Officer, Mr. Luis Maroto (Executive 
Director), attended all Board meetings.

Remuneration policy
With respect to remuneration for the Chairman and non-executive 
directors, Amadeus offers competitive fees to fit the required 

time commitment and responsibilities. As part of the Directors’ 
Remuneration Policy, every two years the Nominations and 
Remuneration Committee reviews the non-executive director fee 
data of comparable companies in the main European indices, 
including the IBEX 35.

In accordance with the Directors’ Remuneration (2019–2021), we 
have agreed to continue with remuneration based on a fixed amount 
for membership of the Board and of the various Board committees. 
We have also agreed not to implement any other complementary 
remuneration formula.

The policy on Board remuneration doesn’t include variable 
remuneration based on profits or attendance fees, nor 
contributions to pension plans or severance agreements in case of 
termination of functions. No provision is made for remunerating 
external directors through stock awards, stock options or 
instruments linked to share value.

The Executive Director receives an annual base salary, payable 
monthly, for the performance of executive duties for the company. 
The purpose of this element is to reflect the market value of the 
role, attract talent and reward skills and experience. The total 
remuneration package of the Executive Director (Chief Executive 
Officer) consists primarily of: (i) a base salary; (ii) short-term variable 
remuneration; (iii) long-term variable remuneration; and (iv) other 
remuneration (Board fees, benefits and pension).

The Directors’ Remuneration Policy (2019–2021) was approved by 
the Ordinary General Shareholders’ Meeting of June 21, 2018 with a 
favorable vote of 86.49%.

The corresponding Annual Report 2018 on the Remuneration of 
Directors of Listed Companies was endorsed by the Ordinary 
General Shareholders’ Meeting of June 19, 2019 with a favorable 
vote of 91,29% (advisory vote).

Audit Committee

The powers vested in the Audit Committee by the Spanish Capital 
Companies Act, as well as the recommendations of the Spanish 
Good Governance Code of Listed Companies, give the Audit 
Committee a role that makes it more than just an advisory body to 
the Board of Directors on certain key matters.
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The Ordinary General Shareholders’ Meeting held on June 21, 2018 
approved the modification of Article 42 of the corporate bylaws 
concerning the Audit Committee. Accordingly, the Board of Directors 
agreed to the modification of the corresponding Article 35 of the 
Regulations of the Board to adapt its content to the new wording of 
the corporate bylaws.

The main function of this committee is to provide support to the 
Board of Directors in its oversight duties by, for example, the 
periodic review of financial statements, internal control and risk 
management (including tax risk), so that major risks are duly 
identified, managed and disclosed.

The Audit Committee also provides support to the Board of Directors 
regarding compliance with all laws, regulations and internal rules 
affecting Amadeus. It monitors compliance with the applicable rules 
at a national and international level, and supervises the preparation 
and integrity of the company’s financial information in line with 
regulatory requirements and the proper application of accounting 
principles. It also hierarchically oversees the internal audit function.

The Audit Committee meets periodically, as convened by its 
Chairman. For this purpose, the Board Secretariat prepares an 
agenda for approval by the Committee Chairman, which is sent 
to all participants in advance of the meeting, together with the 
relevant documentation for each agenda item. Apart from the 
Audit Committee members, certain members of the Amadeus 
management team may also attend the meetings with prior 
invitation from the Committee Chairman. The external auditors, 
Ernst & Young, represented by the partners in charge of Amadeus’ 
audit, attend the meetings twice a year, unless their ad hoc 
attendance is required by the Committee Chairman. Minutes are 
drawn up by the Secretary of the Board (acting as Secretary of the 
Committee) on the conclusions reached at each meeting, which are 
included as an agenda item in the next Board of Directors’ meeting, 
at which the Committee Chairman reports to the full Board on  
the most relevant points addressed and any recommendations  
(1) external audit (for the annual and half-year financial 
statements), (2) internal audit and (3) risk management.

In 2019 the Audit Committee prepared the mandatory annual report 
on its activities for the fiscal year 2018, covering, among others, the 
following areas:

__ Rules and regulations

__ Composition 

__ Operational activity

__ Items discussed during fiscal year 2018 (external audit, internal 
audit, risk management and other items)

__ Related transactions

__ Independence of the external auditor

__ Functional and performance assessment 

__ Proposals for improving the company’s rules of governance 

The Audit Committee currently consists of five external Board members.

Following the Technical Guide 3/2017 of the Comisión Nacional del 
Mercado de Valores (CNMV) on audit committee at public-interest 
entities, a new set of rules and regulations were adopted by the 
Board of Directors in December 2018, effective January 2019.

The regulations of the Audit Committee address the following areas:

1. Introduction

2. Composition

3. Requirements for appointment

4. Operating rules

5. Responsibilities and duties:

•	Oversight of financial and non-financial reporting

•	Supervision of risk management and control

•	Supervision of internal audit

•	Contact with the statutory auditor

6. Engagement of experts and other resources

7. Annual report 

Nominations  
and Remuneration Committee

This committee is made up of five external Board members and 
evaluates the competence, knowledge and experience required of 
members of the Board of Directors. It also:

__ Proposes independent directors for appointment to the Board 
of Directors.



Amadeus Global Report 2019 1219. Corporate governanceGRI 102-10, 102-24, 102-35

__ Produces the report on non-independent members’ 
appointment to the Board.

__ Reports to the Board of Directors on matters of gender diversity.

__ Proposes to the Board of Directors the system and amount of the 
annual remuneration of its directors, as well as the remuneration 
policy of the members of the Executive Committee.

__ Formulates and reviews the remuneration programs  
for senior management.

__ Monitors compliance with the remuneration policies.

__ Assists the Board in compiling the report on the Directors’ 
Remuneration Policy and submits to the Board any other 
reports on compensation specified in the Board’s regulations. 

The Nominations and Remuneration Committee meets periodically, 
as convened by its Chairman. For this purpose, the Board Secretariat 
prepares an agenda for approval by the Committee Chairman, 
which is sent to all participants in advance of the meeting together 
with the relevant documentation for each agenda item. Apart from 
the Nominations and Remuneration Committee members, certain 
members of the Amadeus management team may attend the 
meetings with prior invitation from the Committee Chairman.

In 2019 the Nominations and Remuneration Committee prepared 
the mandatory annual report on its operations for fiscal year 2018, 
covering the following areas:

__ Competencies and duties 

__ Composition 

__ Operational activity

__ Matters addressed during fiscal year 2018  
(compensation, corporate, nomination and other matters)

__ Nature of directorship (independent, other external,  
Executive Director)

__ List of companies in which the Board members also serve as 
directors and/or executive managers

__ Verification of compliance with the Directors’ Selection Policy 

In addition, the Nominations and Remuneration Committee 
produced the Remuneration Policy of the Board of Directors, 
together with the Annual Report 2018 on the Remuneration of 
Directors of Listed Companies.

The Directors’ Selection Policy was approved on April 21, 2016. In 
line with this policy, the Board of Directors is committed to ensuring 
that its composition is diverse and balanced. Having a wide range 

of views offered in Board debates fosters well-informed decision-
making in the interests of the company and all stakeholders.

Both Mr. Josep Piqué and Mr. William Connelly have been appointed 
Board members in 2019 in line with the Directors’ Selection Policy.

The Nominations and Remuneration Committee will publish an 
analysis of the Board’s needs in line with the Directors’ Selection 
Policy at the same time that the General Shareholders’ Meeting 
is called in 2020. At this time, the appointment or re-election of 
directors will be submitted.

Minutes are drawn up by the Secretary of the Board (acting as 
Secretary of the Committee) on the conclusions obtained at each 
meeting and are included as an agenda item for the next Board of 
Directors’ meeting. At this time, the Committee Chairman reports to 
the full Board on the most relevant points addressed and presents 
any recommendations for approval.

Amadeus’ Executive Committee
Amadeus’ Executive Committee is led by the company’s Chief 
Executive Officer (Consejero Delegado) and comprises the senior 
management leaders. ↪ 

This governance structure is designed to foster direct 
communication between Amadeus’ business and its governing 
bodies through the Consejero Delegado to facilitate effective 
decision-making.

These are the latest changes to our Executive Committee:

Mr. Sylvain Roy has been appointed Senior Vice President of 
Technology Platforms and Engineering, taking over from Mr. Dietmar 
Fauser. Mr. Roy was in his most recent role Vice President leading 
Amadeus’ R&D Airlines Digital products and services organization, 
covering more than 700 employees across 10+ sites worldwide.

↪ See “Amadeus profile,” p. 13.



Amadeus Global Report 2019122 GRI 000-0, 000-010. Shareholders and financial institutions

CHAP TER 10

Shareholders 
and financial 
institutions

10.1 Amadeus 
Investor Relations’ 
mission and activity
The Amadeus strategy framework has been 
designed to foster viability and sustainable 
growth to create long-term value. Additionally, it is 
important for Amadeus to maintain an effective and 
straightforward communication with its stakeholders 
in capital markets, ensuring transparency. 

Amadeus Investor Relations’ mission is to maintain 
an open dialogue and build long-term relationships 
based on credibility and trust with its financial 
community, including investors, research analysts 
and the regulator of the Spanish market, the 
Comisión Nacional del Mercado de Valores (CNMV).

The Investor Relations function, which is part of the 
Finance function, aims to increase awareness of 
Amadeus and to ensure stakeholders are informed 

on relevant company or industry news and our 
operational and financial performance. We aim 
to communicate effectively and proactively, in a 
consistent and timely manner.

Our communication policy was defined in compliance 
with the best practices and recommendations 
of good governance that are applicable to listed 
companies. It is based on the following principles: 

__ Responsibility, diligence and transparency of 
information disclosure 

__ Equal treatment and protection of rights and 
interests of stakeholders 

__ Cooperation with shareholders 

We use many different channels of communication to 
reach our financial community, including supervisory 
bodies, such as the CNMV in Spain. These entities 
immediately distribute the key information through 
their websites, which is simultaneously posted on 
our own corporate website. We also use the Annual 
General Shareholders’ Meeting and Investor Day 
events to channel information to shareholders, as 
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well as an extensive investor relations program, 
which during 2019 included:

__ Participation in investor conferences and 
roadshows, visiting cities all over the world 
such as Amsterdam, Barcelona, Bilbao, Boston, 
Chicago, Geneva, The Hague, Laguna Beach, 
London, Los Angeles, Lyon, Milan, New York, 
Paris, Porto, Rotterdam and San Francisco. 

__ Conference calls, face-to-face meetings and 
several large reverse roadshows in Madrid. 

__ Meetings and ongoing communication with the 
research analysts following Amadeus. 37 analysts 
were following our stock at the end of 2019. 

In Investor Relations encourages a two-way 
relationship with the financial community. As well 
as providing our stakeholders with pertinent and 
relevant information, we also collect and consolidate 
valuable feedback, which is considered in the 
decision-making processes of our top management. 

For the eighth year in a row Amadeus has earned 
the prestigious recognition of being included in 
the Dow Jones Sustainability Indices (DJSI), in the 

IT & Internet Software and Services sector. The 
Dow Jones Sustainability Indices are made up of 
global sustainability leaders based on economic, 
environmental and social criteria. This success has 
been the result of our commitment to developing a 
sustainable business, which brings long-term rewards 
to all our stakeholders and places emphasis on the 
careful management of resources.

10.2 The stock 
market in 2019
Throughout 2019 we saw a slowdown in the growth 
of the global economy, partly driven by geopolitical 
factors, such as disruptive trade wars and the 
ongoing uncertainty of Brexit. The International 
Monetary Fund recently reported a 2019 global 
economic growth of 2.9%, the lowest since the 
financial crisis. Despite this, equity markets reported 
strong growth in 2019, recovering from the weak 
performance seen during 2018. 
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Equity capital markets’ performance in 2019

38,0% NASDAQ 

28,9% S&P 500
26,4% CAC 40
25,5% DAX
24,8% EURO STOXX
22,3% DOW JONES

12,1% FTSE 100
11,8% IBEX

Much of the stock market’s performance can be attributed to the 
easing of monetary policy. The Federal Reserve lowered interest 
rates three times during 2019 (a sharp contrast to the four interest 
rate increases during 2018), while the European Central Bank also 
cut interest rates during the year, as part of a wider economic 
stimulus package. 

The 2019 stock market performance was also aided by a low 
starting point. The last quarter of 2018 saw the worst quarterly 
performance in global markets in seven years, giving markets a low 
base of comparison as 2019 opened.

The major European equity markets reported double-digit growth 
in 2019 (CAC 40: 26%, DAX: 26%, EURO STOXX: 25%, FTSE 100: 
12%, IBEX: 12%) while the major US equity markets grew even 
faster (NASDAQ: 38%, S&P 500: 29%, DOW JONES: 22%). The US 
equity markets were boosted by the high performance of the US 
technology sector, with Apple and Microsoft (which surged 85% and 
54% this year, respectively), the two biggest contributors to the S&P 
500’s gains in 2019.
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10.3 Amadeus’  
share performance
Amadeus’ share price increased by 19.7% in 2019, outperforming 
the IBEX 35 and slightly underperforming the EURO STOXX index. 
Our maximum share price during 2019 was €73.88 on July 24. We 
closed the year at €72.80.  

Our market capitalization at December 31, 2019 was €31,396 
million. The average daily trading volume was 1.4 million shares, for 
a total traded volume of €24.7 billion for the year. The proportion of 
our stock in free float reached 99.88% at year-end.

Amadeus has increased its weight within the IBEX 35 to 6.3% as of 
December 31, 2019, rising to the fifth largest company in the index.

In 2019 adjusted earnings1 per share stood at €2.95 and on 
December 31, 2019 the price-to-adjusted-earnings ratio was 24.7x.

1 Adjusted to exclude TravelClick’s acquisition related costs (amounting to €9.4 
million before taxes).
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Amadeus key trading for the year
2018 2019

Change in share price (%) 1.2% 19.7%

Maximum share price (figures in €) 82.06 73.88

Minimum share price (figures in €) 56.90 58.06

Weighted average share price (figures in €)* 67.38 68.36

Average daily volume (number of shares) 1,330,007 1,417,902

Average daily volume (figures in € thousand) 90,242 96,928

Annual volume (figures in € thousand) 23,462,832 24,716,732

* Excluding cross trades.

Amadeus key trading data at year-end
2018 2019

Number of shares issued at Dec 31 438,822,506 431,268,436

Share price at Dec 31 (figures in €) 60.84 72.80

Market capitalization at Dec 31 (figures in € million) 26,698 31,396

Adjusted earnings per share, full year (figures in €) 2.60 2.95

Dividend per share, full year (figures in €) 1.175 1.30

Dividend yield, full year (%)* 1.9% 1.8%

Payout ratio, full year (%) 50% 50%

Price-to-earnings ratio at Dec 31 (x) 23.4x 24.7x

* Based on year-end share price.

10.4 Shareholder 
remuneration
Amadeus has a proven track record of operating a solid and resilient 
business model that generates strong free cash flow, allowing for 
continued and sustained investment in R&D and innovation as well 
as shareholder remuneration, while maintaining a flexible financial 
capital structure.

Ordinary dividends paid have grown consistently every year since 
Amadeus’ initial Public Offering (IPO), at an average annual rate of 
18%. Amadeus complemented this with share repurchase programs 
in 2015 and and 2018 with the subsequent share amortization. We 
aim to continue to support this growth in the coming years based on 
a healthy cash-generation profile and a sound balance sheet.

Ordinary dividend payments
The annual gross dividend from 2018 profits was approved by our 
shareholders at the General Shareholders’ Meeting held on June 19, 
2019. The total value of the dividend increased 3.5% vs. the prior 
year to €515.6 million, representing a pay-out of 50% of the 2018 
reported profit for the year, or €1.175 per share (gross). An interim 
amount of €0.51 per share (gross) was paid on January 17, 2019 
and the complementary dividend of €0.665 per share (gross) was 
paid on July 12, 2019.

On December 12, 2019 the Board of Directors of Amadeus 
proposed a 50% pay-out ratio for the 2019 dividend. This was to be 
finalized in June 2020, when the Board of Directors were scheduled 
to submit to the General Shareholders’ Meeting for approval, a 
final gross dividend of €1.30 per share, representing a 10.6% 
increase vs. the 2018 dividend and a 50% of the reported profit. 
However, while an interim dividend of €0.56 per share (gross) was 
paid, in full, on January 17, 2020, the complementary dividend was 
cancelled as part of a set of measures that the Company took in 
response to the COVID-19 global pandemic and its severe impact to 
the travel industry.2

2  For more information please see relevant fact issued March 23, 2020 at  
https://corporate.amadeus.com/documents/en/investors/2020/relevant-facts/q1-
2020/measures-covid19.pdf
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Total €3.2 billion returned since IPO. 20% ordinary remuneration CAGR 2011�2018.

Ordinary (€ million)
Extraordinary (€ million)

Amadeus shareholder remuneration

498

2018

516

2019

500

2015

313

320

2016

340

413

2017

10.5 Financial institutions
Net financial debt, as per our credit facility agreements’ terms, 
amounted to €2,758.4 million as of December 31, 2019 
(representing 1.23 times last-12-month EBITDA).

The main objectives of Amadeus’ financial strategy are to reduce 
the cost of financing, diversify funding sources as much as possible, 
increase flexibility and extend the maturity profile of our debt.

The main changes to our debt in 2019 were:

__ The amortization of €500 million bonds issued in May 2017, 
which reached maturity in May 2019.

__ The increase in the use of the Multi-Currency European Commercial 
Paper (ECP) program by a net amount of €250.0 million.

__ The repayment of €65.0 million related to our European 
Investment Bank loan. 

On April 27, 2018 Amadeus executed a new €1,000 million Single 
Currency Revolving Loan Facility, with a five-year term, to be used 
for working capital requirements and general corporate purposes. 
On the same date, Amadeus cancelled both the Facility A of the 
Revolving Credit Facility, signed on March 5, 2015, and the Revolving 
Credit Facility signed on April 26, 2016, each of them amount up 
to €500 million. The new Revolving Facility remained undrawn at 
December 31, 2019. 

In March 2019 Standard & Poor’s confirmed its “BBB” long-term 
and “A-2” short-term ratings for Amadeus, with a stable outlook.  In 
November 2019 Moody’s confirmed its “Baa2” long-term rating for 
Amadeus, with a stable outlook.



Closing remarksAmadeus Global Report 2019128

Tomas López Fernebrand  
Senior Vice President, General Counsel 
and Corporate Secretary, Amadeus

In 2019 the reporting of non-financial information continued to gain relevance 
and interest from various industry stakeholders, including investors, employees, 
customers and regulatory bodies. At Amadeus, we embrace this trend as a way to 
transparently explain our business and report our activities during the year, with a 
particular focus on environmental, social and governance (ESG) matters. We also 
acknowledge the benefits of this reporting exercise in benchmarking our performance 
against our peers and identifying areas for improvement. I hope you find this Global 
Report a good testament to our commitment to transparent reporting. 

Following on from the materiality analysis we carried out in 2015, in 2019 we went 
through a full update of our materiality assessment. The objective of this exercise 
was to determine, through a thorough and systematic approach, the most relevant 
issues for our company, therefore those we should include in our reporting. In the 
four intervening years between our materiality analyses, Amadeus has significantly 
diversified its business and acquired companies in travel-related sectors, 
including large corporations like Navitaire and TravelClick, as well as specialized 
companies in areas like automated baggage check-in (ICM Airport Technics) or the 
sophisticated algorithms required to optimize the use of aircraft fleets by airlines 
(Optym). This diversification strategy has reinforced our global presence and 
positioned Amadeus well to seize new business opportunities. 

Interestingly, and despite these many changes, the results of the new materiality 
analysis carried out in 2019 do not differ much from the previous one. We 
still identified R&D and innovation, system availability, customer relationship 
management, and talent attraction and retention as key material aspects for 
Amadeus. These are aspects that define our top priorities and that have been 
critical to maintaining our robust financial position and success over the years.

Our performance in ESG has continued to advance. Importantly, we have reduced 
our CO

2 emissions at our Data Center to zero, thanks to our energy efficiency 
policy and the use of Guarantees of Origin of renewable energy. Our performance 
in the governance area has been recognized by the Manuel Olivencia Award, 

Closing remarks

which acknowledges the best corporate governance practices by Spanish listed 
companies. Moreover, for the eighth consecutive year Amadeus was included in the 
Dow Jones Sustainability Index.

As I write these lines, the travel industry is facing the enormous challenge of the 
coronavirus (COVID-19). The uncertainty around this virus has forced governments 
around the world to take extraordinary confinement measures and to ban travel 
to unprecedented levels. Overcoming this challenge requires that we focus, more 
than ever, on some of the aspects that have made Amadeus so successful over 
the years. These include safeguarding the well-being of our employees, providing 
support to our customers in this time of difficulty, keeping our focus on innovation, 
and protecting our financial robustness so we can come out of this crisis prepared 
and ready to recover and seize opportunities.

This report provides an overview of Amadeus as a company as well as the 
main highlights of our activities in 2019. I hope you enjoy the read, and we look 
forward to receiving your comments through the contact points included at the 
end of the report.
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“Our performance  
in ESG has 
continued 

to advance. 
Importantly, 

we have 
reduced our CO2 

emissions at 
our Data Center 

to zero.”
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ANNE X 1

About  
this report

Objectives
Today there’s increasing demand from all Amadeus stakeholders 
for non-financial reporting, which is getting closer in terms of 
compulsory requirements to the financial reporting. 

In addition, European non-financial reporting guidelines highlight 
the importance of correlation between financial and non-financial 
information, as well as among the various non-financial matters. 

The Amadeus Global Report is fully aligned with all these trends and 
requirements. It presents a broad overview of Amadeus’ operations and 
performance in the context of both financial and non-financial matters. 

Importantly, the report complies with formal requirements and 
best practice expectations regarding the reporting of non-financial 
information. Thus, it represents the main platform for detailed 
reporting on our approach and performance in terms of labor, social, 
environmental and governance matters.

As a communication tool, it serves as the main source of information 
about Amadeus for our internal or external stakeholders.

Methodology
Reporting principles
We define the content and structure of the Amadeus Global Report 
based on the aforementioned objectives. From that starting point, we 
build the report in line with global trends and regulations, including:

_EU Directive 2014/95 on disclosure of non-financial and 
diversity information
This EU law requires large companies to disclose certain information 
on the way they operate and manage social and environmental 

challenges. In accordance with the Spanish transposition of the 
EU Directive (Law 22/2015 of July 2, modified in Law 11/2018 
of December 28), we publish our yearly non-financial information 
statement in February. 

Based on our materiality analysis, our non-financial information 
statement reports on the most relevant aspects of our business 
as well as issues relating to environmental sustainability, social 
responsibility, workforce, human rights, and corruption and bribery 
prevention. It describes our policies in relation to these matters, as 
well as measures implemented, the results of these policies, related 
risk principles, the management of these risks, and indicators of our 
non-financial results.

We’ve been reporting on our non-financial activities since 2010, and 
jointly with our financial and business information in the form of our 
Global Report since 2013. The requirements of EU Directive 2014/95 
are fully aligned with our historical approach. In accordance with 
this law, in February of each year we advance the key figures that 
the Global Report will compile and release in early May.

_Global Reporting Initiative (GRI)
The GRI reporting framework is the main point of reference for 
defining the minimum topics and metrics to include in the Global 
Report. We select the GRI Sustainability Reporting Standards in line 
with our materiality analysis in order to report our impact on the 
economy, the environment and society.

This report has been prepared in accordance with the GRI Standards: 
Core option. For the GRI Content Index Service, GRI Services 
reviewed that the GRI content index is clearly presented and the 
references for all disclosures included align with the appropriate 
sections in the body of the report.

_International Integrated Reporting Council
This report brings together information about Amadeus’ “capitals”1 
into a single corporate document. We explain how Amadeus’ strategy, 
governance, performance and prospects, in the context of its external 
environment, lead to the creation of value in the short, medium and 
long term. In line with the <IR> concept of connectivity, we report 
the activities of our various units by using cross-references to point 
readers to other sections for more detailed information.

1 As the International Integrated Reporting Council explains in its International 
<IR> Framework, “capitals” are stocks of value that are affected or transformed 
by the activities and outputs of an organization. The framework categorizes 
them as financial capital, manufactured capital, intellectual capital, human 
capital, social/relationship capital and natural capital.
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_Third-party verification
The external assurance of the report by an independent organization 
(Ernst & Young) ensures the reliability of the quantitative and 
qualitative material issues listed in the GRI Content Index in Annex 2.

_UN Sustainable Development Goals
Since 2018, the Global Report has included an analysis on what our 
value is in meeting the UN Sustainable Development Goals (SDGs). ↪ 1  
This analysis has helped us identify how our business growth has a 
positive impact on the protection of the environment and on social 
development. We are also a participant of the UN Global Compact, 
which has a significant coordination role regarding the SDGs.

Production process overview
The Global Report’s production process is led by the Sustainability, 
Global Reporting & Certifications team, which falls under the 
responsibility of the Amadeus Senior Vice President, General 
Counsel & Corporate Secretary. ↪ 2

The increasing relevance of non-financial reporting means that 
the impact of the Amadeus Global Report grows year-on-year. As 
a consequence, its production includes more steps, and building 
the content requires a higher level of attention and resources. 
Besides, in line with the GRI reporting principles, we constantly aim 
to improve the report’s balance, comparability, accuracy, timeliness, 
clarity and reliability.2 The graph on the right provides an overview 
of the different stages in this process. 

The complexity of building the Global Report requires constant 
efforts to enhance dialogue within the company, given that close 
to 100 employees worldwide participate in the whole process. 
Therefore, a strong commitment from all of them is fundamental to 
achieve the report’s objectives.

The Amadeus Global Report Editorial Committee plays a key role in 
shaping the content. Its main mission is to agree on the strategic 
overview of the content. This transversal team is composed of 

↪ 1 See “Amadeus’ contribution to the Sustainable Development Goals,” p. 133.

↪ 2 See “Amadeus Executive Committee,” p. 19.
2 The principles for defining report quality according to the GRI Standards are 
explained at https://www.globalreporting.org/standards.

Monitoring of impact

Communication plan
implementation

Launch

_Content 
  providers’ input
_Shaping the content 
  by Editorial Committee

Design

Roadmap to the Amadeus Global Report

_Production process review
_Project planning
_Materiality analysis

_External verification
_GRI Content Index Service

_Approval
  by Executive
  Committee
_Presentation
  to the Board
  of Directors 
  for endorsement
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heads of key units at corporate level: Communications, Branding, 
Industry Affairs, Strategy, Investor Relations and CEO Office.

The Amadeus Executive Committee reviews and approves the 
Global Report. Once the document is endorsed by the Board of 
Directors, it’s released through internal and external communication 
campaigns at all geographical levels.

Materiality analysis
The travel industry is rapidly changing and growing, and all players 
need to adapt to new demands and contexts. This evolution is highly 
dependent on technology, and as a travel technology provider, 
Amadeus’ business has also adapted to this complex environment. 
This fact, together with the new trends in non-financial reporting 
mentioned above, have led to our decision to conduct an in-depth 
review of our materiality analysis in 2019. 

For this review we used the help of experts (Mazars Group). The 
objective was to identify the environmental, social and governance 
(ESG) issues relevant to our stakeholders and our business. 

The assessment process consisted of the following phases:

1. Identification and update of relevant ESG issues 
The pre-selected issues were classified into three areas: (1) 
business and corporate governance, (2) social dimension (labor 
and social responsibility) and (3) environmental sustainability. 
The selection was mainly based on our previous materiality 
analysis, the latest ESG trends, best practice, and new 
regulation. The result included renaming and clustering some 
of the issues.

2. External assessment of relevant issues 
The aim of this phase was to identify the concerns of our 
stakeholders (e.g. customers, employees, investors or industry 
associations) in relation to every issue.

3. Internal assessment of relevant issues 
The consultants interviewed our top management to identify 
the relevance and impact of each ESG issue for Amadeus in the 
short to medium term.

4. Prioritization and materiality matrix generation 
The results of the previous phases above were aggregated 
to create the materiality matrix (see left). This matrix has 
two axes representing two dimensions of ESG issues: 
their relevance to the company and their influence on our 
stakeholders’ assessments and decisions. Material issues are 
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Operational excellence and system availability

Talent attraction and retention

Solvency and economic performance

Data security and privacy protection

Compliance, governance and business ethics

R&D management

Environmental benefits of Amadeus solutions

Human capital development

Diversity and equal opportunities

Internal energy consumption and energy efficiency

Carbon emissions and climate change

Human rights

Relationship with local communities and social responsibility

Amadeus' contribution to the Sustainable Development Goals

Amadeus material issues

Level of impact:   Strong Medium-low

profile as a global company that connects all kind of players in the 
travel industry. We need to join forces with other stakeholders and 
share different perspectives, working together with the common 
goal of long-term sustainability and transparency in the industry.

The table below summarizes our main contributions to the goals 
per material issue. In addition, we’ve identified our specific actions 
toward these goals in 2019 and have highlighted them with an SDG 
icon along the different sections of the Global Report.

As a global company, we create social and economic value. From the 
point of view of corporate governance, finance and labor practices, 
we aim to increase our positive impact on society. In this way, we 
contribute to goals that are directly linked to people’s welfare 
(SDGs 8, 5 and 10) in aspects such as standards of living, working 
conditions, education, economic growth or social equality.

The goals including targets on transparent institutions and multi-
stakeholder partnerships (SDGs 16 and 17) tie in very well with our 
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Approach to  
stakeholder engagement
At Amadeus, want to make sure that all our stakeholders have easy 
access to up-to-date information about the company. The following 
are the main publications concerning our performance and activities, 
which help ensure clear communication and transparency:

__ Amadeus Global Report

__ Consolidated Annual Accounts and Directors’ Report  
(including Non-financial Information Statement)

__ Annual Report on Corporate Governance of Listed  
Stock Corporations

__ Annual Report on the Remuneration of Directors  
of Listed Companies

__ Quarterly financial results announcements

__ Blog posts on global, regional and local Amadeus websites

__ Social media updates on LinkedIn, Facebook, Twitter, Instagram  
and YouTube 

In addition to these publications and the specific approaches to 
stakeholder engagement described throughout this report, ↪ we use 
additional channels to facilitate dialogue (see table on the right). 
The specific regularity of engagements depends on the need and 
the type of communication tool used in each instance. In any case, 
we interact with each stakeholder group at least once a year.

↪ See “Business lines,” p. 20; “Amadeus people and culture,” p. 62; “Amadeus 
industry affairs,” p. 84; “Environmental sustainability,” p. 94; “Social 
responsibility,” p. 76; and “Shareholders and financial institutions,” p. 122.

Stakeholder Communication channel

Employees and 
external candidates

__ Direct engagement through local, regional and global Amadeus People & 
Culture teams
__ Engagement surveys across all sites
__ Collective bargaining agreements
__ Employee Box email
__ Intranet and internal weekly newsletter
__ Participation in external events to showcase our expertise and attract new 
talent, covered by our social media channels
__ https://jobs.amadeus.com/

Shareholders

__ Direct engagement through Investor Relations team and periodic reports
__ Roadshows and conferences
__ Investor Relations Inbox
__ https://corporate.amadeus.com/ (specific pages for investors)

Customers

__ Regular press releases announcing new solutions, deals and other  
important news
__ Guest blog posts in which our customers offer their view on the industry  
and how they collaborate with us
__ Direct engagement through local, regional and global sales channels as well 
as customer management teams around the world
__ Voice of the Customer Program
__ Local and global customer support centers
__ Customer-focused events showcasing our offerings and expertise and 
working on how to better collaborate with our customers, covered by our 
corporate blog and social media channels

Suppliers
__ Direct contact through the Amadeus Corporate Purchasing department as well 
as internal units and local teams across offices worldwide
__ Social responsibility and environmental surveys

Industry associations
__ Direct engagement through participation in main industry associations
__ Blog posts, bylines and other media engagements through which Amadeus 
offers its views on trending industry matters

Governments, authorities 
and regulatory bodies

__ Direct contact through the Industry Affairs team and local Amadeus general 
managers
__ Participation in related meetings and events
__ https://corporate.amadeus.com/ (specific pages for industry affairs)

Society and 
the environment

__ Direct engagement through multi-stakeholder panels
__ Industry Affairs Box email
__ Collaboration on joint social responsibility and sustainability initiatives
__ Blog posts showcasing our engagement in these areas
__ https://corporate.amadeus.com/en/sustainability

https://jobs.amadeus.com/
https://corporate.amadeus.com/
https://corporate.amadeus.com/
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Quantitative 
information and 
GRI Content Index

Direct economic value generated  
and distributed*

* As defined by the Global Reporting Initiative (GRI Standard 201-1).

** All financial payments made to providers of the organization’s capital (interests and dividends paid).

Distributed economic value  
(figures in € million)

2018 2019

Operating costs  1,525.3  1,778.3 

Employee wages and benefits 1,382.1  1,543.2

Payments to providers of capital**  1,017.8  542.7

Payments to governments  287.6  335.3

4,212.8  4,199.5 

Generated economic value 
(figures in € million)

2018 2019

Net sales 4,935.7  5,570.1   

Financial incomes 2.0 1.6

Sales of assets 0.0 0.0

4,937.7  5,571.7   
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Tables related to environmental sustainability1

Energy consumption
2017 2018 2019

Electricity consumption Amadeus sites* (GJ) 135,107 201,124 211,484**

Number of employees 11,009*** 17,598 19,402

Electricity consumption per employee* (GJ) 12.3 11.4 10.9

Electricity consumption Amadeus data center (GJ) 220,452 231,801 242,590****

Number of transactions processed at the data center (millions) 1,738 1,849 1,907

Electricity required per one million transactions (GJ) 126.8 125.4 127.2

Total electricity consumption Amadeus sites and data center (GJ) 355,559 432,925 454,074

Natural gas (GJ) 20,327 30,110 25,662

Diesel oil (GJ) 2,834 2,481 7,271

Total energy consumption Amadeus sites and data center (GJ) 378,720 465,516 487,007
 
* Does not include Amadeus Data Center.

** We achieved our 2019 target, with an increase in the percentage of renewable energy used in all Amadeus sites from 21.9% in 2018 to 26.6% in 2019.

*** The methodology to report the number of employees in Miami has been corrected in 2017 to reflect only those employees that work directly from our premises. As a result, the total number has been significantly reduced.

**** In 2019 we set the target to reach 90% renewable energy in our Data Center. We took a significant step forward by moving the Data Center to 100% renewable energy. This was achieved through the purchase of 
Guarantees of Origin of renewable energy. Thanks to this measure, we achieved our 2019 target, with an increase in the percentage of renewable energy used in the Data Center from 31% in 2018 to 100% in 2019.

Type of fuel used for electricity generation (GJ)*
Coal Fuel Oil Natural Gas Biofuel Waste Other** Total

Amadeus sites worldwide (excluding the Data Center) 147,505 10,342 84,650 11,380 3,738 119,399 377,014

Data Center*** 0 0 0 0 0 242,590 242,590
 
* All figures expressed in gigajoules equivalent, obtained from the energy mix data of each country and the energy-transformation efficiency factor for each type of energy source.

** Other: Nuclear, hydropower, geothermal, photovoltaic, solar thermal, wind power and tidal power.

*** In 2019 we purchased Guarantees of Origin (GOs) of renewable energy from hydropower plants in Northern Europe for all electricity used at the Data Center. Without considering the use of GOs, the energy mix for the 
Data Center would result in the following split, calculated as per the German energy mix: Coal: 273,163; Fuel Oil: 5,207; Natural Gas: 79,366; Biofuel: 44,896; Waste: 13,184; Other: 96,967; Total: 512,783

1 Scope: Estimated total Amadeus sites worldwide. The figures for 2019 and 2018 have been calculated based on average consumption factor of the 15 sites where we measure our environmental impact directly. In 2017 
we do not include this estimation in our reporting and the scope only includes top 13 Amadeus sites. For environmental reporting, given the fact that resources consumption take place across the year, we use average FTEs 
in the year.
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CO2 emissions*
2017 2018 2019 Target 2019  

Scope 1. Direct emissions (fossil fuels)** 1,263 1,754 1,849 1,754

Scope 2. Indirect emissions form purchased electricity** 38,810 46,463 18,213 19,597

Scope 3. Indirect emissions from other sources*** 7,712 9,468 7,424 9,468  

Carbon offset 8,267 16,410 - -  

CO2 emissions (Scope 1 and 2) per employee 2.89 1.81 1.03 1.21  

Natural gas (m3) 529,186 783,878 668,071 783,878  

Diesel oil (L) 73,404 64,257 188,317 64,257  

* All figures in t of CO2 unless otherwise indicated.

** Carbon offset not discounted.

*** The figure for 2017 includes emissions from air travel (9 sites) and paper use (top 13 Amadeus sites). In 2018 we expanded the coverage (10 sites for air travel emissions and 14 sites for paper use). In 2019 the scope 
includes 11 sites for air travel emissions and the total Amadeus paper use, estimated from the 15 sites included in the direct reporting of the EMS.

Paper consumption
2017 2018 2019 Target 2019  

Paper consumption (kg) 47,023 79,044 66,988 79,044  

Number of employees 11,009 17,598 19,402 -  

Paper consumption per employee (A4 sheets per working day) 3.88 4.08 3.14 4.08 

Water consumption and waste generation
2017 2018 2019 Target 2019  

Water consumption (m3)  253,179    255,512    248,641   255,512  

Total estimated waste (kg)*  315,241   507,220   427,722   507,220  

* For comparability purposes, the figures for waste do not include obsolete equipment or hazardous waste. Total obsolete equipment in 2019 was 124.1 tonnes and total hazardous waste was 8.4 tonnes. The percentage of 
obsolete equipment and hazardous waste that was sent for recycling in 2019 was 100% and 90% respectively. For non-hazardous waste, 51% was sent for recycling and 10% was sent to composting. 
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VPs and directors Senior managers and managers Staff

2017 2018 2019 2017 2018 2019 2017 2018 2019

By age range

<30  -     0 0 15 10 13  2,787   2,836 3,036

30-50  79   80 81 2,598 2,677 2,945  7,015   7,426 8,540

>50  113   109 112 870 971 1,129  1,532   1,666 1,933

By gender

Male 159 154 155 2,350 2,465 2,742 6,754 7,143  7,986   

Female 33 35 38 1,133 1,193 1,345 4,580 4,785  5,523   

Total workforce 192 189 193 3,483 3,658 4,087 11,334 11,928  13,509   

* Scope: All employees in controlled companies, including new acquisitions in 2019. Reporting criteria between 2018 and 2019 changes, therefore is not fully comparable with previous years.

Tables related to human resources information*

Diversity in the workforce

Gender diversity by employment type and contract  
in 2019

Employment type Employment contract

Full-time Part-time Permanent  Temporary 

Male  10,673  210  10,720  163 

Female  6,153  753  6,745  161 

Total  16,826  963  17,465  324 

Workforce by employment contract by region in 2019
Permanent  Temporary 

Europe  9,709  218 

Asia-Pacific  4,032  79 

North America  2,826  5 

South America  480  5 

Middle East & Africa  418  17 

Total  17,465  324 
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Governance bodies
2017 2018 2019

Percentage by age range

<30 0% 0% 0%

30-50 0% 0% 0%

>50 100% 100% 100%

Percentage by gender

Male 82% 82% 85%

Female 18% 18% 15%

Percentage by nationality

Other than Spanish 64% 64% 54%

Employees with disabilities
2017 2018 2019

Total  178   186 193

Average hours of training
Male Female Total

Employee category

SVPs, EVPs and VPs 6.10 2.51 5.34

Directors 5.76 8.10 6.23

Associate directors 8.08 8.49 8.18

Senior managers 11.66 14.76 12.54

Managers 16.36 17.41 16.73

Staff 20.05 17.43 19.01

Anti-fraud policy training in 2019
Top management trained* 49

Total number of top management** 475

% of top management trained 10%

* Only includes face-to-face training.

* Breakdown by region is as follows: 9 employees in Asia-Pacific, 30 employees in Europe, 9 employees 
in North America and 1 employee in South America. Top management is not trained on yearly basis. 
Nevertheless the total amount of top management trained in the last three years represents almost the 
100% of top management.

** Top management includes associate directors, directors, vice presidents, senior vice presidents and CEO. 

Training on Code of Ethics and Business Conduct
Online* Face to face Total

Number of employees trained 1,390 434 1,824

Percentage of employees (FTEs) trained 8% 2% 10%  

Number of training hours 695 868 1,563  

* Figures include active employees in December 31st, 2019.

Training in 2019
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Employees hires and turnover
Employee hires Employee turnover

2017 2018 2019 2017 2018 2019

Headcounts Headcounts Headcounts Rate Headcounts Headcounts Headcounts Rate

By region

Europe  1,132    1,288    1,061   11%  714   744 888 8.95%

Asia-Pacific  604    743    836   20%  337   439 557 13.55%

North America  304    287    432   15%  190   247 407 14.38%

South America  79    36    68   14%  58   55 71 14.64%

Middle East and Africa  29    42    23   5%  46   33 27 6.21%

Total  2,148    2,396   2,420 14%  1,345   1,518 1,950 10.96%

By gender

Male  1,274    1,532    1,537   14%  820   940 1,199 11.02%

Female  874    864    883   13%  525   578 751 10.87%

Total  2,148    2,396   2,420 14%  1,345   1,518 1,950 10.96%

By age range

<30  1,139    1,295    1,147   38%  469   526 593 19.45%

30-50  926    1,030    1,173   10%  675   805 1,117 9.66%

>50  83    71    100   3%  201   187 240 7.56%

Total  2,148    2,396   2,420 14%  1,345   1,518 1,950 10.96%

GRI 401-1
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Work-related injuries in 2019
Europe Asia-Pacific North America South America Middle East and Africa

Total
Male Female Male Female Male Female Male Female Male Female

Injuries per type

Neck or back  4    6    -      -      1    -      -      1    -      -     12

Bone  3    4    -      -      -      1    -      -      -      -     8

Soft Tissue  5    3    -      -      -      -      -      -      -      -     8

Burns  -      -      -      -      -      -      -      -      -      -     0

RMI  -      1    -      -      -      -      -      -      -      -     1

Other  47    23    -      -      -      -      -      -      -      -     70

Total injuries 59 37 0 0 1 1 0 1 0 0 99

Injury rate 5.77 6.09 0.00 0.00 0.41 0.66 0.00 2.21 0.00 0.00 3.28

Occupational diseases rate 0.01 0.00 0.00 0.00 0.00 0.02 0.02 0.07 0.00 0.00 0.01

Lost day rate 0.28 0.83 0.00 0.00 0.02 0.02 0.11 0.36 0.00 0.00 0.27

Absentee rate 1.22 2.49 0.42 1.09 0.05 0.20 0.98 0.94 0.24 0.29 1.14

Work-related fatalities 0 0 0 0 0 0 0 0 0 0 0.00

Collective bargaining agreements
2017 2018 2019

Percentage of employees covered by collective agreements 51% 47% 47%



Amadeus Global Report 2019 143Annex 2. Quantitative information and GRI Content IndexGRI 102-55

GRI Content Index*

GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

GRI 101 Foundation 2016

GRI 102 General disclosures 2016

Organizational profile

102-1 Name of the organization Amadeus IT Group S.A.

102-2 Activities, brands, products, and services p. 10, 13-14, 20-24

102-3 Location of headquarters p. 15

102-4 Location of operations p. 15

102-5 Ownership and legal form p. 9

102-6 Markets served p. 16, 20-23

102-7 Scale of the organization p. 8-9

102-8 Information on employees and other workers p. 8, 63

102-9 Supply chain p. 135

102-10 Significant changes to the organization and its supply chain p. 121

102-11 Precautionary Principle or approach p. 106-109

102-12 External initiatives p. 87-93, 102

102-13 Membership of associations p. 87-93, 111

Strategy
102-14 Statement from senior decision-maker p. 2-3, 4-5

102-15 Key impacts, risks, and opportunities p. 11-12, 103-105

Ethics and integrity
102-16 Values, principles, standards, and norms of behavior p. 106-109

102-17 Mechanisms for advice and concerns about ethics p. 106-109

* For the GRI Content Index Service, GRI Services reviewed that the GRI content index is clearly presented and the references for all disclosures included align with the appropriate sections in the body of the report. 
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

Governance

102-18 Governance structure p. 112-114

102-22 Composition of the highest governance body and its committees p. 19, 114-118

102-23 Chair of the highest governance body p. 114

102-24 Nominating and selecting the highest governance body p. 113, 120-121

102-26 Role of highest governance body in setting purpose, values, 
and strategy p. 112-113

102-30 Effectiveness of risk management processes p. 106-109, 111, 119-120

102-32 Highest governance body’s role in sustainability reporting p. 131

102-35 Remuneration policies p. 119-121

Stakeholder 
engagement

102-40 List of stakeholder groups p. 89, 135

102-41 Collective bargaining agreements p. 142

102-42 Identifying and selecting stakeholders p. 84, 135

102-43 Approach to stakeholder engagement p. 135

102-44 Key topics and concerns raised p. 132-133
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

Reporting practice

102-45 Entities included in the consolidated financial statements Amadeus Consolidated Annual Accounts 2019. Appendix: Summary of 
the consolidated companies and joint ventures and associates (p. 64-72).

102-46 Defining report content and topic Boundaries p. 131-132

102-47 List of material topics p. 132

102-48 Restatements of information There have not been any re-statements of information provided in 
previous reports.

102-49 Changes in reporting There isn't any significant change from previous reporting periods.

102-50 Reporting period 2019

102-51 Date of most recent report 2019 (information regarding 2018)

102-52 Reporting cycle Annual

102-53 Contact point for questions regarding the report p. 158

102-54 Claims of reporting in accordance with the GRI Standard p. 130

102-55 GRI content index p. 143-151

102-56 External assurance p. 152

Material topics

Carbon emissions and climate change

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 101-102

103-2 The management approach and its components p. 101-102

103-3 Evaluation of the management approach p. 101-102

GRI 201 Economic 
performance 2016

201-2 Financial implications and other risks and opportunities due to 
climate change p. 103-105

GRI 305  
Emissions 2016

305-1 Direct (Scope 1) GHG emissions p. 138

305-2 Energy indirect (Scope 2) GHG emissions p. 138

305-3 Other indirect (Scope 3) GHG emissions p. 138

305-4 GHG emissions intensity p. 138

305-5 Reduction of GHG emissions p. 98-100, 138
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

Compliance, governance & business ethics

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 85, 106-109, 111-112

103-2 The management approach and its components p. 85, 106-109, 111-112

103-3 Evaluation of the management approach p. 85, 106-109, 111-112

GRI 205 Anti-
corruption 2016

205-1 Operations assessed for risks related to corruption p. 107-109

205-2 Communication and training about anti-corruption policies  
and procedures p. 140

205-3 Confirmed incidents of corruption and actions taken In 2019 Amadeus didn't identify any incidents of corruption.

GRI 206 Anti-competitive 
behavior 2016

206-1 Legal actions for anti-competitive behaviour, anti-trust,  
and monopoly practices

In 2019 there were no legal actions for anticompetitive behavior,  
anti-trust and monopoly practices.

GRI 307 Environmental 
compliance 2016 307-1 Non-compliance with environmental laws and regulations In 2019 there was not imposed on the Group either a penalty for 

incidents or breaches or a significant fine on environmental issues.

GRI 415 Public  
policy 2016 415-1 Political contributions Amadeus does not make contributions to political parties. 

GRI 419 Socioeconomic 
compliance 2016

419-1 Non-compliance with laws and regulations in the social  
and economic area

In 2019 there was not imposed on the Group either a penalty for 
incidents or breaches or a significant fine on social issues.

Customer relationship management

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 16, 28-30, 39-40

103-2 The management approach and its components p. 16, 28-30, 39-40

103-3 Evaluation of the management approach p. 16, 28-30, 39-40

Data security & privacy protection

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 58, 109-110

103-2 The management approach and its components p. 58, 109-110

103-3 Evaluation of the management approach p. 58, 109-110

GRI 418 Customer 
privacy 2016

418-1 Substantiated complaints concerning breaches of customer 
privacy and losses of customer data

In 2019 there was no specific complaints regarding breach  
of customer data.
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

Diversity and equal opportunities

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 66-67

103-2 The management approach and its components p. 66-67

103-3 Evaluation of the management approach p. 66-67

GRI 405 Diversity and 
Equal Opportunity 2016 405-1 Diversity of governance bodies and employees p. 139-140

Environmental benefits of Amadeus solutions

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 94-95

103-2 The management approach and its components p. 94-95

103-3 Evaluation of the management approach p. 94-95

Human capital development

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 62

103-2 The management approach and its components p. 62

103-3 Evaluation of the management approach p. 62

GRI 404 Training  
and education 2016

404-1 Average hours of training per year per employee p. 140

404-2 Programs for upgrading employee skills and transition 
assistance programs p. 64-65

Human rights

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 107-108

103-2 The management approach and its components p. 107-108

103-3 Evaluation of the management approach p. 107-108
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

GRI 412  
Human Rights 
Assessment 2016

412-1  Operations that have been subject to human rights reviews or 
impact assessments

Amadeus has conducted a risk assessment of Human Rights in a 
selected number of countries. The assessment considers how each of 
these human rights are rated in terms of probability and impact, and 
how each of these Amadeus companies comply with their employees, 
as well as how these companies’ providers and suppliers comply 
with their own employees. The risk assessment has been made in 38 
countries in all regions, which represents around 16% of the total 
number of affiliates. 

412-2 Employee training on human rights policies or procedures p. 140

Internal energy consumption

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 101-102

103-2 The management approach and its components p. 101-102

103-3 Evaluation of the management approach p. 101-102

GRI 302 Energy 2016

302-1 Energy consumption within the organization p. 137

302-2 Energy consumption outside of the organization In 2019 energy consumption outside of the organization has been 
99,373 GJ.

302-3 Energy intensity p. 137

302-4 Reduction of energy consumption p. 98

302-5 Reductions in energy requirements of products and services p. 58

Occupational health & safety

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 69

103-2 The management approach and its components p. 69

103-3 Evaluation of the management approach p. 69

GRI 403 Occupational 
Health and Safety 2016

403-2 Types of injury and rates of injury, occupational diseases, lost 
days, and absenteeism, and number of work-related fatalities p. 142

Operational excellence & system availability

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 23-24

103-2 The management approach and its components p. 23-24

103-3 Evaluation of the management approach p. 23-24
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

Paper consumption and other materials

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 101-102

103-2 The management approach and its components p. 101-102

103-3 Evaluation of the management approach p. 101-102

GRI 301 Materials 2016 301-1 Materials used by weight or volume p. 138

Relationship with local communities and social responsibility

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 76-77

103-2 The management approach and its components p. 76-77

103-3 Evaluation of the management approach p. 76-77

GRI 413 Local 
communities 2016

413-1 Operations with local community engagement, impact 
assessments, and development programs p. 79

GRI 203  Indirect 
economic impacts 2016 203-2 Significant indirect economic impacts p. 79

R&D management

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 60-61

103-2 The management approach and its components p. 60-61

103-3 Evaluation of the management approach p. 60-61

Solvency and economic performance

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 8-9

103-2 The management approach and its components p. 8-9

103-3 Evaluation of the management approach p. 8-9

GRI 201 Economic 
performance 2016 201-1 Direct economic value generated and distributed p. 136
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

Supply chain code of conduct

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary

In addition to the most relevant aspects determined from the 
materiality analysis, we report on other mathers for the purpose of 
improving overall transparency and stakeholder engagement.
Most of our external providers fall under the following categories:
_Consulting and marketing services
_Hardware providers
_Software providers
_Data communication providers

103-2 The management approach and its components

From a supply chain perspective, our activity is related to online 
transaction processing and technology development. In this context, 
Amadeus' exposure to third-party providers who may not comply with 
minimal social or environmental requirements is low, and that is why 
our external reporting is limited.  
Despite having around 10,000 vendors, our top 50 represent 
approximately 62% of our total spend with external providers. 
Nonetheless considering total number of providers, 37% would be the 
total procurement spend. This facilitates our control and access to 
information in the supply chain.

103-3 Evaluation of the management approach

The Amadeus Corporate Purchasing Policy aims at ensuring that all 
employees involved in the procurement of goods and services factor 
in social and environmental responsibility aspects in their purchasing 
decisions.
An organization of local, regional and global Amadeus purchasing 
teams oversees the operations on the supply chain side and deals 
with both internal stakeholders and vendors.

GRI 308 Supplier 
Environmental 
Assessment 2016

308-1 New suppliers that were screened using environmental criteria

100 % of new suppliers in Madrid, US, Philippines and Dubai were 
screened using environmental criteria. There was a total of 411 new 
suppliers, representing 6.13% of total Amadeus suppliers. Amadeus has 
implemented a new Vendor Creation process. For the time being is only 
available in Madrid, US, Philippines and Dubai. The other main sites (Nice, 
Erding and Bengaluru) will be included in early 2020 and then, gradually, 
the other countries. As part of this process, Amadeus has a mandatory 
questionnaire to be completed by all the vendors which includes issues 
related to human rights, discrimination or environmental policies. If 
suppliers respond incorrectly they can not move forward in the process 
and Amadeus could not work with them.

308-2 Negative environmental impacts in the supply chain  
and actions taken

In 2019 Amadeus didn't identify any environmental impact in the 
supply chain.

GRI 102-55
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GRI standard Disclosure Page number(s) / direct answer(s) Omission(s)

GRI 414 Supplier Social 
Assessment 2016

414-1 New suppliers that were screened using social criteria

100 % of new suppliers in Madrid, US, Philippines and Dubai were 
screened using social criteria. There was a total of 411 new suppliers, 
representing 6.13% of total Amadeus suppliers. Amadeus has 
implemented a new Vendor Creation process. For the time being is only 
available in Madrid, US, Philippines and Dubai. The other main sites (Nice, 
Erding and Bengaluru) will be included in early 2020 and then, gradually, 
the other countries. As part of this process, Amadeus has a mandatory 
questionnaire to be completed by all the vendors which includes issues 
related to human rights, discrimination or environmental policies. If 
suppliers respond incorrectly they can not move forward in the process 
and Amadeus could not work with them.

414-2 Negative social impacts in the supply chain and actions taken In 2019 Amadeus didn't identify any social impact in the supply chain.

Talent attraction & retention

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 62, 64, 68-70

103-2 The management approach and its components p. 62, 64, 68-70

103-3 Evaluation of the management approach p. 62, 64, 68-70

GRI 401  
Employment 2016 401-1 New employee hires and employee turnover p. 141

Waste generation and circular economy

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 96

103-2 The management approach and its components p. 96

103-3 Evaluation of the management approach p. 96

GRI 306 Effluents  
and waste 2016 306-2 Waste by type and disposal method p. 138

Water consumption

GRI 103 Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary p. 96

103-2 The management approach and its components p. 96

103-3 Evaluation of the management approach p. 96

GRI 303 Water 2016 303-1 Water withdrawal by source p. 138

GRI 102-55
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ANNE X 3

Glossary Amadeus air travel agency bookings:
Air bookings processed by travel agencies using Amadeus’ 
distribution platform. 

Ancillary services: 
Additional services provided to customers beyond the ticket. 
Typical examples of airline ancillary services include extra 
baggage, priority seating, catering on board, etc. 

API: 
Application Programming Interface, a language that enables 
communication between computer programs. 

CRS: 
Computer Reservation System, a computer network containing 
travel-related information such as schedules, availability, fares and 
other services, which enables automated travel-related transactions 
between travel providers and travel agents. 

GDS: 
A Global Distribution System, a computer network containing 
travel-related information such as schedules, availability, fares 
and related services, which also enables automated travel-
related transactions between travel providers and travel agents. 
In addition to providing a Computer (see CRS entry above) 
Reservation System, GDSs offer travel-related content to a broad 
range of agents worldwide, making global reach an important 
element of their value proposition. 

IATA:
International Air Transport Association, the trade association for 
the world’s airlines, representing 265 airlines or 83% of total air 
traffic. IATA supports many areas of aviation activity and helps 
formulate industry policy on critical aviation issues. 

IFRS:
International Financial Reporting Standards. The IFRS® 
Foundation is a not-for-profit international organization 
responsible for developing a single set of high-quality global 
accounting standards, known as IFRS Standards.
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International Integrated Reporting Council: 
A global coalition of regulators, investors, companies, standard 
setters, accounting professionals and non-governmental 
organizations sharing the view that communication about  
value creation should be the next step in the evolution  
of corporate reporting. 

IT transaction: 
A single message received from a user that requires one or more 
responses to be sent. A user can be a person or a computer system. 

KPI: 
Key Performance Indicator.

NDC: 
NDC refers to New Distribution Capability, a program launched 
by IATA for the development and market adoption of a new 
XML-based data transmission standard (NDC Standard) between 
airlines and travel agencies. IATA establishes various levels of 
NDC certification, depending on the NDC capabilities.

Open systems: 
In computing and informatics, a class of systems built using open 
source software standards that offer a high level of portability 
and independence from the hardware platforms on which 
they operate, especially in contrast to the more entrenched 
mainframes that were once common in the travel industry. 

Passengers boarded: 
Actual passengers boarded onto flights operated by airlines 
using at least the Amadeus Altéa Reservation and Inventory 
modules or Navitaire New Skies. 

PCI-DSS: 
Payment Card Industry Data Security Standard, a proprietary 
information security standard for organizations that handle 
branded credit cards from major card brands. Mandated by the 
card brands and run by the Payment Card Industry Security 
Standards Council, the standard was created to increase controls 
around cardholder data to reduce credit card fraud. 

PPA: 
Purchase Price Allocation.

Property Management System: 
A computerized system that facilitates the management  
of hotel properties. 

PNR: 
Passenger Name Record, a record of passengers’ travel 
requirements containing all the necessary information to enable 
reservations to be processed and controlled by the booking 
and participating travel provider. Each PNR must contain the 
following five mandatory items or “elements”: name element 
(passenger name), itinerary element (booking), contact element 
(a telephone number), ticketing element (arrangement for issuing 
a ticket) and received from element (name of the person who 
made the booking). 

PSS: 
Passenger Service System, a series of mission-critical systems 
used by airlines. The PSS usually comprises a Reservation System, 
an Inventory System and a Departure Control System (DCS). 

PUE: 
Power Usage Effectiveness, a common metric used to measure 
the energy efficiency of data centers. It is equal to Total Facility 
Power/IT Equipment Power. The closer to 1 the PUE, the more 
efficient the data center is. 

Transactions processed  
at the Amadeus Data Center: 
Basic operations linked directly to Amadeus’ business, such as 
bookings or processed passengers boarded.

Travel agency air booking industry: 
Total volume of travel agency air bookings processed by the 
global CRSs. It excludes air bookings made directly through 
in-house airline systems or single country operators, the latter 
primarily in China, japan and Russia, which together combined 
represent an important part of the industry.










