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NICOLAS HUSS

But with sustainability specifically in mind, it’s true that with every passing year, 
the concerns related to climate change increase and hardly a day goes past 
without reports and studies being published highlighting the environmental 
emergency we are all facing.  
 
At Hotelbeds, we are 100% committed to working to minimise any potentially 
negative impact we have on the environment by; 

• Taking action ourselves – by setting (and attaining) ambitious targets around 
our environmental management, by having robust, responsible and ethical 
policies in place and by giving our employees the time to give back to the 
communities in which they work through our volunteering programme.

• Supporting our partners to take action – through our Green Hotels Program 
and campaigns designed to highlight sustainable travel options.

 
• Working with trade bodies to push for action  - with the World Travel & Trade 

Council (WTTC) and Amazon’s Climate Pledge team, with whom we were an 
early signatory.

 
The below are only the start to make the positive impact we are committed 
to. You can read all of this and more in the report but what is really clear is that 
sustainability can no longer be viewed as a luxury item, as something that only 
those able to pay more for a trip should have access to and experience. 
 
Sustainability must be affordable, accessible to all and not a ‘nice to have’ and 
this is why we are committed to finding new solutions and support for our 
partners in terms of what we can offer them but also in terms of what they can 
do themselves.
 
I hope that the contents of this report demonstrate that we are determined to 
make our actions speak louder than our words and to leverage the position we 
have to make a difference in this new world of travel.

Welcome to the third edition of the Hotelbeds’ Environmental, 
Social and Governance Report and my first one as the Chief 
Executive Officer having joined the company in May 2021.
 
When I arrived, one of the first things that struck me was the 
very strong commitment to sustainability that was evident right 
across the organisation, a commitment that has clearly been in 
place long before the COVID pandemic made the topic even 
more front and centre than perhaps it has ever been before.
 
As all CEOs will say, global companies like ours have a critical 
responsibility to do everything we can to protect our planet and 
the destinations in which we operate. Yet at Hotelbeds, we are 
living out this statement through the actions we are taking, the 
commitments we are making and through the determination of 
our employees to make a difference. 
 

We are committed, of course, to sustainability 
matters but we also have strongly in mind the 
protection of human rights, the promotion of 
diversity & inclusion, the importance of being a 
responsible partner and employer. In addition, 
combating worker exploitation where we see it 
and  the prevention of child sexual exploitation 
– all of these are, I think, crucial for any company 
that operates on a global footprint.

A message
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About this

Report
The objective of our Environmental, Social and Governance Report 
is to provide a comprehensive and transparent overview of the 
most relevant environmental, governmental and social aspects of 
the company.

At Hotelbeds we are committed to transparency with our 
stakeholders. This report aims to convey how we are working 
to move our business increasingly closer to a sustainable 
development based model. Over the following pages will set out 
our achievements and progress across a range of corporate social 
responsibility dimensions, providing an overview of the company 
from an economic, social and environmental outlook.

October 
2020

September 
2021

As we recover and learn more about 
the new world we now live in, shaped 
by the turbulent period caused by the 
Covid-19 pandemic, it’s important that 
our sustainable commitments and 
objectives reflect and are adapted to 
both the evolving global needs and 
the expectations of our stakeholders.

In preparing this report and selecting 
the topics and metrics to include, we 
have used the principles and guidelines 
recommended under the GRI (Global 
Reporting Initiative) Standards.
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HOTELBEDS IS 

the world’s 
leading bedbank.

Hotelbeds does this by offering hoteliers access 
to a network of over 60,000 hard-to-access B2B 
travel buyers such as tour operators, retail travel 
agents, airline websites and loyalty schemes in 
over 140 source markets worldwide. 

These channels provide hotel partners with 
returning guests that book further in advance, 
cancel less, spend more in-destination and stay 
longer.

In addition to accommodation, Hotelbeds is also 
the world’s largest B2B seller of travel ancillaries, 
offering 25,000 transfer routes and 18,000 
activities, as well as attractions, tickets and car 
hire. 

Operating under the ‘Beyond the Bed’ product line, 
it provides both hoteliers and travel distribution 
partners with an efficient platform and powerful 
tools to easily integrate and commercialise its 
leading portfolio of high-margin products.

We
Who 
ARE

over

180,000
HOTEL PROPERTIES 

offering

25,000
TRANSFER ROUTES

18,000
ACTIVITIES

A C R O S S  T H E  G L O B E

140 source markets 

?
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Every year the concern and awareness related to climate 
change is greater, with studies showing that we are in an 
environmental emergency. High profile individuals globally 
are calling for even more coordination and intensity in tackling 
environmental issues.

Responding to this call to action, both governments and the 
private sector have committed to set climate improvement 
goals based on the best available scientific knowledge.

The pandemic and its consequences are proving to be one 
of the greatest challenges to hit the planet since the Second 
World War. To tackle it, the United Nations is urging the 
world to acknowledge the importance of biodiversity and the 
protective role it plays against the risk of viruses like COVID-19, 
while urging everybody to remember that the climate crisis 
continues to threaten the future of our planet.

Commitment
ENVIRONMENTAL

We recognise our critical 
responsibility to protect our 
planet and the destinations 
where we operate

We are committed to working 

TO MINIMISE 
THE NEGATIVE 

IMPACT 
t hat 

our actions have on 
the environment by

ENCOURAGING 
POSITIVE ACTION 
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In 2021 and leading into 2022, Hotelbeds continues to 
be fully committed to sustainable business practices 
and recognises that they must be fully integrated into 
our business operations to be successful.

At both an employee and company level, we are 
evaluating the opportunities that new remote working 
approaches can provide in reducing our office footprint.

We have proactively embraced a hybrid working model, 
allowing employees to work remotely 3 days a week, as 
well as implementing flexible working spaces that cater 
better to new working habits and help promote the 
health of our employees.

We are channelling our commitment to protecting the 
environment and to sustainable development through 
our Corporate Sustainability team, from where we assess 
and manage the company’s environmental performance. 
It is our way of ensuring that sustainability is integrated 
across all our functions and operations.

As a company, largely serving as an intermediary, the 
environmental risks we face are minor, as the majority of 
our work takes place in offices or remotely. However we 
are very aware of the wider environmental impact of the 
travel industry and we are committed to taking actions 
that protect the environment in the local communities 
where we operate.

WE CONTINUE
T O  B E  C O M M I T T E D 

to achieving

General framework

0
EMISSIONS 

for the fourth year in a row
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Our Corporate Sustainability Policy is the global 
framework through which we demonstrate our 
commitment to society and the environment in the 
destinations where we operate, contributing to building 
a more sustainable industry. 

Our Environmental Policy is also a key tool for our 
employees that helps them positively impact the 
environment. The policy lists the main behaviours 
our employees should follow in their daily routines, 
to be more respectful to the environment and the 
best practices that they can adopt to reduce their 
consumption of resources.

Our
P O L I C I E S

O U R  E N V I R O N M E N TA L  M A N AG E M E N T 

We focus our efforts on reducing our corporate carbon footprint. We achieve 
this by concentrating on three core areas 

At Hotelbeds, we are aware that Climate change has become the biggest 

environmental challenge facing today’s society and, since 2018, we have put in 

place a company-wide carbon neutral policy. We have achieved this by implementing 

measures to reduce our CO2 emissions as well as working with Carbon Footprint 

Ltd, an independent body that accredits carbon management measurements 

for businesses, to offset the emissions that we can’t avoid, to reach our target of 

becoming a Carbon Neutral Company. Every year we choose a different project to 

reduce our environmental impact and ensure long-term sustainability.

MEASURING REDUCING OFFSETTING

O F F S E T T I N G 
BECOMING CARBON NEUTRAL FOR THE FOURTH CONSECUTIVE YEAR.
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Overall this year, in part driven by the COVID-19 pandemic, we have 
seen significant reductions in our environmental consumption 

including electricity and water, while also achieving all environmental 
improvement targets set for 2021.

OUR CARBON 
EMISSIONS

by

55%

ENERGY

by

92%

WASTE

by

84%

PAPER

by

86%

WATER

by

65%

WE

HAVE REDUCED



T H I S   Y E A R , 
O U R  E M P L O Y E E S

travelled a total
1.260.478 km
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Before the pandemic the majority of our emissions were 
generated by business trips, accounting 65.5% of our 
total carbon footprint. To counter act this we took steps 
to reduce the impact by raising awareness among our 
employees on the impact of travel on the environment, 
encouraging sustainable mobility, and reducing trips 
between cities by implementing more video conferencing 
facilities that save time and reduce emissions.

This year, while we have continued our work to encourage 
our employees to use the most sustainable means of 
transport and reduce business trips where possible, due 
to the global pandemic we have seen a drastic decrease 
in business travel as a result of mobility restrictions in 
place in most countries.

To ensure the safety of our employees, since the 
pandemic began we have been adapting our travel 
policies depending on the situation. We implemented a 
total freeze in travel in March 2020 and adapted to a new 
reality, and we monitor developments closely to keep 
adapting, as in-person industry events slowly return.

This year, our employees travelled a total 1.260.478 km,
including flights, car and train travel. 

Sustainable travel

93%
have been reduced
B U S I N E S S  T R I P S

compared to the previous year
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Energy efficiency
Another important factor when it comes to CO2 
emissions is energy consumption, which is why we are 
committed to reducing the demand for energy in our 
offices.

We are doing this by implementing a series of energy 
efficiency measures in our main offices. 

Installing LED and motion sensors 
in common areas like lavatories 

and corridors

Using electricity from a green 
provider in our Head Office in 

Mallorca

T H E S E  M E A S U R E S  I N C L U D E

Installing control mechanisms 
for lighting (motion sensors) or 
ensuring windows, lamps and 
bulbs are cleaned properly to 

avoid dust build-up

Using multi-function equipment 
such as combined printer-

scanner-fax and photocopiers 

2020

2021

3.434.068 kwh

1.788.245 kwh 

E N E R G Y  C O N S U M P T I O N S 

In terms of other types of emissions like sulphur 

oxide (SOX), nitrogen oxide (NOX) and particles 

in suspension, the company does not generate 

significant concentrations, and is well below the 

legal thresholds. This also applies to all types of 

acoustic and light pollution.

92%
Reduction
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Waste management
The improper disposal of solid urban waste is a major issue 
for the environment, mainly because it is one of the key 
factors in the depletion of natural resources. 

The circular economy provides a great model for the efficient 
use of resources, reusing resources at the end of their useful 
lives, to get the greatest possible value from them while 
only generating minimal waste, thus reducing the need to 
extract more raw materials.

Replacing plastic glasses, plates 
and single-use cutlery with reusable 

products in our Head Office.

Enabling the use of ceramic mugs 
in our vending machines and 

canteen. 

K E Y  A C T I O N S  T O  R E D U C E  O U R  W A S T E

Using water fountains where 
available and providing jars and 

glasses for visitors.

2020

2021

167.024 Kg

26.436 Kg

W A S T E  M A N A G E M E N T

We have been encouraging the use of hand dryers 

in lavatories, buying re-manufactured toners and 

ink cartridges and correctly collecting different 

types of urban and hazardous waste.

84%
Reduction
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Water consumption
Water is essential to our wellbeing. It safeguards our food, 
health and the environment. So Hotelbeds is working to 
significantly reduce its consumption of water. The vast 
majority of the water we consume is for human use,  which 
is why we promote responsible consumption guidelines for 
this limited resource.

Aerators in bathrooms to 
optimise consumption.

Dual-flush systems 
in the staff toilets

B E S T  P R A C T I C E  I M P L E M E N T E D

2020

2021

9.577 m3

3.294 m3

W A T E R  C O N S U M P T I O N

By implementing these new practices, we have 

been able to optimise consumption and see a 65% 

reduction in water usage.

65%
Reduction
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Paper consumption
New technologies and ways of working are enabling a 
significant decrease in paper consumption in offices. 
However, paper is still a valuable resource which must be 
used efficiently and responsibly. Paper production requires 
large amounts of wood from our forests and also consumes 
a lot of water and energy in a highly contaminating process 
for the environment.

Activating a secure 
password-protected 

printing mode that reduces 
paper consumption, helps 

to raise awareness and 
improves confidentiality

Setting default double-
sided printing in black and 

white, enabling a significant 
saving in paper and ink

Use of recycled paper 
wherever possible

An electronic billing 
system with our

suppliers

Implementation of 
electronic signatures 

for contracts, reducing 
significantly the amount of 
paper printed and the use 

of courier services

I N I T I A T I V E S  I M P L E M E N T E D

2020

2021

1.198 Reams

164 Reams

P A P E R  C O N S U M P T I O N

86%
Reduction
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Climate change has become the biggest environmental 
challenge facing today’s society. Its effects have 
consequences on a global scale, impacting all economic 
and social areas.

At Hotelbeds, we are aware of this serious threat 
and, since 2018, we have put in place a company-
wide carbon-neutral policy. We have achieved this by 
implementing measures to reduce our CO2 emissions 
as well as working with Carbon Footprint Ltd, an 
independent body that accredits carbon management 
measurements for businesses, to offset the emissions 
that we couldn’t avoid, to reach our target of becoming 
a Carbon Neutral Company. 

We have also reduced our environmental impact by 
using Google’s carbon neutral data storage cloud.

This year we have chosen to support 
the VCS certified Guohua Tongliao 
Kezuo Zhongqi Wind Power project 
in China, which will reduce carbon 
emissions via the displacement of 
fossil fuels. 

Offsetting – 
becoming carbon 
neutral for the fourth 
consecutive year
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Our Green Hotels Programme is designed to identify and 
promote properties officially certified as a sustainable 
accommodation, helping to bring Hotelbeds and our 
partners into the green economy and accelerate the 
transition of the travel industry towards greater sustainability. 
The Programme follows the standards developed by the 
Global Sustainable Tourism Council.

Our Green Hotels 
Programme

GREEN
PROGRAMME

+20.000

This year Hotelbeds joined Amazon’s Climate Pledge 
in their commitment to urge global industries 
to tackle climate change and to reduce carbon 
emissions to zero by 2040, a decade ahead of the 
Paris Agreement’s goal of 2050. 

The Climate Pledge

H O T E L S  I N C L U D E D  I N  O U R 
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People
Hotelbeds is successful because of the professionalism, dedication and 
talent of our team. We consider our employees the cornerstone of our 
strategy and provide them with opportunities to improve their abilities 
and skills so they can fulfill their potential.

Our people strategy is the company’s way of making Hotelbeds a great 
company to work for within our sector. It enables us to attract and 
retain outstanding talent and to offer excellent services to clients and 
suppliers while cementing our leadership in the industry. 

Our commitment to having a diverse and inclusive workforce has 
become one of the most important elements of our people strategy.

COMMITMENT

88 DIFFERENT NATIONALITIES

3,667 
The Hotelbeds Team 
IN 2021 WAS COMPOSED OF

P E O P L E from 50%
57%

of our Executive 
Committee

of our global 
workforce

OUR TOP THREE PRIORITIES
DURING THE PANDEMIC

Protect our employees
 

We were one of the first businesses in our 
sector to successfully pivot to home working 

to protect the well-being of our employees. In 
addition, despite the significant reduction in 

demand, we have done everything possible to 
protect as much employment as possible and 
communicate with transparency and integrity 

every step of the way. 

Protect the business
 

The company worked fast to focus on cash 
preservation, efficiency and cost saving 

measures. The adoption of these measures has 
enabled the company to end the financial year 
strongly in the current context, well positioned 

to face the challenges of 2021. 

Support our 
customers and clients 

 
The pandemic created the biggest challenge 

the travel industry has ever faced. We 
responded by further strengthening the levels 

of attention and service to our clients and 
hotel partners to manage the operational 

complexities they faced. 

F E M A L E 
R E P R E S E N T A T I O N  A T 
H O T E L B E D S :
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Our objective is to make Hotelbeds 

THE BEST PLACE 
TO WORK 
in the industry, giving our employees access to the 
biggest range of opportunities.

To make this a reality we have developed an internal 
framework for all employees, called our People Pledge:

Our Business 
C U L T U R E OUR PEOPLE PLEDGE 

IS BASED ON 
4 PILLARS



Our People Pledge is also supported by

5  B E H A V I O U R S
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We all take ownership 
of our work treating the 
business as our own. We 

focus on delivering against 
our promises to drive both 

ours and our partners’ 
future success.

We trust each other to 
work together to make it 
happen. We respect each 
other’ expertise and we 

put the greater good of the 
company first.

We stretch beyond our 
comfort zone and enable 

each other to be the 
best we can be. We grow 
because each of us takes 
accountability to develop 

ourselves and others.

We are creative in finding 
smarter and more efficient 
ways to deliver maximum 
impact. We adapt how we 
work to change faster than 
our industry and accelerate 

growth.

We build win-win 
relationships with our 

commercial partners. We 
are future-focused and 
innovate for our mutual 

benefit.



We have developed initiatives by

to help keep them engaged, balanced and healthy
L I S T E N I N G  T O  O U R  E M P L O Y E E S
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+2,000 
+120 

2,827 
2,400 +200

+15,500DIGITAL
LEARNING

2 SURVEYS 
YEARLY to ensure & increase engagement

to ensure a greater balance, 
especially in dificult times such as 
the COVID pandemic.

to enable our people to grow and 
unleash their full potential. 

to listen to our people and provide 
solutions for their concerns.

ENROLMENTS IN OUR 
WELLBEING ACTIVITIES. 

INITIATIVES AND TRAINING 
COURSES

unique pieces 
of learning 

hours of 
learning

action plans

hours of bespoke
content consumed

+23,000
training hours
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Human

Respect for human rights is a universal duty, and at 
Hotelbeds, since our international presence is well 
established, we work hard with our employees and supply 
chain to ensure that we do not commit any violations.

To achieve this, we:

 » Strictly follow a series of policies that define our focus 
and commitments, driving accountability and ethical 
management in the company and across our value chain

 » Implement a company’s Code of Conduct, that all 
Hotelbeds employees must read and sign.

 » Ensure that collaborating companies abide by our 
Supplier Code of Conduct to help protect human rights 
across our supply chain.

COMMITMENT

THIS IS DEFINED IN THE 
COMPANY’S CODE OF 
CONDUCT, THAT ALL 

HOTELBEDS EMPLOYEES 
MUST READ AND SIGN-OFF. 

 The Code of Conduct is our guide 
to responsible practices that 

provides an ethical framework 
for our employees to follow  with 
practical examples to guide our 
business conduct and routine 

decision-taking. We also ensure 
that collaborating companies 
abide by our Supplier Code of 

Conduct to help protect human 
rights across our supply chain. 

During this year, 
Hotelbeds has 

not received any 
complaint related 
to human rights 
infringements.

Rights



We know that slave labour still exists in the world today in the form of 
abuse, forced labour, child labour and people trafficking, which are 
collectively known as ‘modern slavery’.

Every year since 2017, we have signed our Modern Slavery and Human 
Trafficking Statement, with a firm commitment to eradicate this practice.

We provide training, guidance and support to our employees to identify 
and address  potential Modern Slavery risks and infringements.

Children are among the most vulnerable groups and require specific protection 
to ensure that they can enjoy their fundamental rights, free and safe from all 
kinds of sexual exploitation. We have taken the following steps as part of our 
commitment to child protection:

1. Implemented a Child Protection Policy to ensure proper treatment of children 
to prevent harassment and eradicate sexual exploitation. 

2. Support for the principles of the UN Global Compact.

3. Signed the Code of Conduct for the Protection of Children from Sexual 
Exploitation in Travel and Tourism 

4. Developed an Action Plan that included training our employees as well as 
introducing clauses in contracts with our suppliers and customers that states 
we do not to tolerate any type of child exploitation.

5. Ensure our suppliers and customers make a formal undertaking to ensure that 
workers under the age of 18 are employed in accordance with the prevailing 
national and international regulations.

Fighting worker 
exploitation

Committed to 
child protection
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Our suppliers are always informed in our efforts to uphold human 
rights.

 We encourage a responsibility that together we develop appropriate 
chains of responsibility and response mechanisms within our sphere 
of influence.

We involve
our suppliers 
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THE SUPPLIER CODE OF 
CONDUCT SETS OUT THE 

MINIMUM STANDARDS 
HOTELBEDS EXPECTS 

FROM SUPPLIERS IN THEIR 
RELATIONSHIP WITH 

WORKERS, AGENTS AND 
CUSTOMERS THROUGHOUT 

THE SUPPLY.
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Corporate
AND BUSINESS ETHICS 
COMMITMENT

governance

We are committed to having a responsible business model that 
complies with the regulations and standards in each territory where 
we operate.

This is defined by a set of rules, internal processes and controls, and 
expected behaviours included in our Code of Conduct, corporate 
policies and protocols and also in our Suppliers’ Code of Conduct.

All our employees commit to upholding these behaviours by regularly 
signing the Code of Conduct and related policies.

Hotelbeds 
Compliance 
Programme

O RG A N I Z ATI O N
The adoption of an Internal Audit, Risk 
Management and Compliance structure 
dedicated to ensure it achieves its business 
goals while meeting regulatory requirements 
and its responsibilities to shareholders, suppliers, 
customers and employees.
The Audit Comittee meets regulary to oversight 
the financial reporting process, the audit process, 
the company’s system of internal controls and 
compliance with laws and regulations.

R I S K  M A N AG E M E NT
The identification, assessment and 
management of risks is essential to 
Hotelbeds’ internal control framework. Key 
policies, internal processes, controls and 
mitigating actions to eliminate or mitigate 
any identified risks are reviewed frequently 
and updated ensuring all activities are 
compliant with the most recent legislation.

Hotelbeds maintains a Compliance Programme that is aligned with major compliance regulations, 
such as the Spanish Criminal Code, the US Sentencing Guidelines or the OECD Good Practices on 
Internal Controls, Ethics, and Compliance, among others.
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Social
COMMITMENT

WE SEEK TO CREATE POSITIVE SOCIAL IMPACT ACROSS
OUR OPERATIONS, SUPPLY CHAIN AND LOCAL COMMUNITIES. 

The COVID-19 global pandemic has continued to cause 
unprecedented socio-economic impact, but most importantly 
has further increased awareness of the role we must play in 
these difficult times by contributing to society. 

To maximise the positive impact on society from our actions, 
we consider it essential to involve our partners, employees and 
other stakeholders to widen our influence and contribute to 
establishing more responsible business practices.

Community support
We seek to invest our skills and engage our employees to 
participate in a significant number of community projects 
around the world that facilitate long-term growth at a 
community level. 

OUR  OFFICES

With the combined power of over 3,000 employees around the world, we contribute with our time 
and expertise to strengthen the communities where we work, live and travel.

PALMA
SWITZERLAND

DUBAI

SINGAPORE

CANCUN

MEDELLIN
BANGKOK

BEIJING

SHANGHAIORLANDO

LONDON

ROME

Some of the main 
activities developed 

during this year by our 
employees included: 

 » Support for vulnerable groups at risk of social exclusion 
through training, talks, sport activities and school support. 

 » Helping to bring laughter and joy to different social 
groups by teaching classes online. 

 » Support for elderly people (i.e. carrying out leisure activities 
with them). 

 » Active collaboration with food banks to help collect and 
distribute food to those most in need.
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Community 
investment
Aligned with the company’s corporate responsibility strategy and our social 
commitment, we have driven a number of charitable initiatives to support 
different causes and NGOs, particularly those that help disadvantaged 
people and protect the environment. 

These activities include an initiative we have been running globally since 
2010, consisting of replacing corporate Christmas gifts with charitable 
donations to a number of organizations to support different causes, 
including collaboration with the UNHCR in recent years to help improve 
conditions for people in refugee camps.

We also support Care International and their Women’s economic 
empowerment’ programme to reduce poverty and inequality among men 
and women through education, and Le Passage to India Foundation to 
improve living conditions for impoverished children in Nizamuddin (India).

Charity collection
campaigns 
In 2021, our global offices undertook different activities engaging in partnerships with public institutions 
and NGOs.  

In Palma alone, our team collected more than 2,000 toys to support El Grec a local NGO that help 
children from poor families. Our colleagues also collected an additional value of new toys 1,000 EUR to 
support Cruz Roja juventud. 

Similar activities in our offices in Italy, Greece, Hamburg, Dubai, Bangkok and North and Latin America 
collected food, toys and clothes for local and international charity organisations.  In addition, Hotelbeds 
matched all the donations of our employees during this period.
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Some of the virtual activities 
Hotelbeds’ employees have 
undertaken to help those most 
in need included

Many digital initiatives have been deceloped to focus on the needs that have arisen following 
COVID-19. One example is Safe2stay, which consolidates the different COVID-19 health and safety 
measures in place from hotels and providers of transfers, activities, events, theme parks and car 
rental.

VOLUTEERING ACTIVITIES

400 
Overall IN 2021 AROUND

E M P L O Y E E S

DEDICATED THEIR TIME TO

Telephone calls and letters 
to those affected by natural 

disasters

Virtual trainings to support 
vulnerable groups to improve 

their job search capabilities

Virtual workshops to help 
disabled people with tutoring 

and basic learning

Web design and social media 
support to help non-profit 
organizations improve their 

marketing skills

Caring for the safety of our clients
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We are interested in our partners’ opinions and 
their needs. It is by working together that we can 
achieve our common objectives.

To improve this interaction, in June we launched 
a Live Chat website function, through which our 
B2B clients can contact us directly for additional 
information, to report incidents or make 
Suggestions and comments – in the same way 
they can via our call centre. 

Dialogue with 
our stakeholders

WITH GOVERNMENTS
Promoting direct contact with 

governments and local and regional 
administrations to create synergies 

and establish joint collaborations that 
benefit all parties. 

WITH EMPLOYEES
Promoting bi-directional 

communication via our main channels, 
including our Intranet (The Lobby), 
regular internal communications, 

news on social networks and meetings 
with senior leadership, both to listen 
to our employees as well as to keep 
them updated about our goals and 

achievements.

WITH CLIENTS
Strengthening relationships and 

collaborating through regular 
meetings, site visits

WITH ALL PARTNERS AS A 
DIRECT RESPONSE TO THE 
CHALLENGES OF COVID-19

We quickly established a dedicated 
website for our partners to provide 
them with up-to-date information 

on destinations impacted, the steps 
we were taking to respond, as well as 

providing regularly updated Q&As. 

WITH NGOS AND 
OTHER INSTITUTIONS

Supporting and organising social and 
environmental initiatives with charities 
by providing resources and knowledge, 
having regular meetings to understand 

the needs of disadvantaged groups 
and organising volunteering activities 

with our employees.
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