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CHAIRMAN'S STATEMENT cost item that had already been growing for several years. The � 1,666 million 
paid by Iberia for aviation fuel represents more than 30% of the Group’s 
operating expenses and 33.6% of the Transport business.

On the other hand, the cost-cutting and network restructuring policies 
have been successful again, achieving a 5.6% reduction in the other 
operating expenses items.

Operating revenues slid by 1.3%, although the difference can be put 
down to the depreciation of the dollar against the euro. Had the exchange 
rate remained constant, revenues would have increased slightly. 

Traffic was weaker than capacity, mainly as a result of the current 
economic situation, hence the load factor was 1.6 points down on 2007.  
Even so, the 80% average load factor achieved is still one of the highest 
among European network carriers and four points above the AEA 
(Association of European Airlines) average.

Once again, the maintenance (MRO) business was positive, increasing its 
invoicing to third parties by 8.7%, consolidating and expanding its products 
and clients, individually or in collaboration with partners such as Singapore 
Technologies Aerospace. Also in 2008 we started to build a new MRO hangar 
in Barcelona, the only one in the whole of Catalonia that will have sufficient 
capacity to house aircraft with more than 100 seats. When it is completed, in 
2010, this will be the most modern and technologically most advanced 
hangar in the south of Europe and will be able to provide services, among 
others, for the airlines operating at El Prat airport.

I should also like to point out that in these times of financial crisis and 
shortage of liquidity on the markets, our company closed the year with a 
healthy financial balance, equity of � 1,564 million and liquidity of � 2,351 
million.

Productivity, another of the elements that contributed towards reducing 
unit costs, also performed well during the year. Employee productivity 
(measured in ASK/employee) increased by 3.9% respect to 2007 and fleet 
utilisation (measured in block hours/aircraft) rose 4.3% to 10 
hours/day/aircraft, a record level for the company and probably the best in 
the sector among comparable airlines. 

The year of this Annual Report, 2008, will be remembered for two 
circumstances that have dented the results not only of Iberia, but of the entire air 
transport sector in general. The first of these circumstances was the fuel price, 
which was extremely volatile throughout the year, reaching an all-time high of 
150 dollars/barrel in the summer, to subsequently come down to around 50 
dollars. The second circumstance is the worldwide economic and financial 
crisis, which was more severe in the second half of the year and is continuing, 
equally harsh, in 2009, causing the Gross Domestic Product to plummet in 
several countries and an unprecedented drop in air traffic. 

In Spain, to complicate things even further, the expansion of the high-speed 
train has also hit air traffic on certain domestic routes with traditionally very high 
traffic. 

In spite of this rather depressing scenario, Iberia has managed to close the 
year with a consolidated profit of 32 million euro, thus posting positive results for 
the thirteenth year in succession, quite amazing in this sector. 

Yet although positive, they are clearly nowhere near the results posted in 
2007, which was an outstanding year. This evolution is due to the tremendous 
increase in fuel costs, up 45.5% on 2007, no less than � 521 million extra on a 
cost item that had already been growing for several 
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Apart from the figures per se, some of the most important developments 
during 2008 were seen in corporate transactions or improvement of Iberia’s 
position on the world markets. We highlight the commencement of 
negotiations to explore the possibility of a merger with British Airways. We 
also reached an agreement with British and American Airlines to jointly 
operate the routes between Europe and North America, for which we need 
anti-trust immunity, currently being negotiated. Finally, the clickair-Vueling 
merger process aiming to create the largest new generation carrier in Spain 
and one of the largest in Europe is progressing according to schedule and is 
due to be completed in the second half of 2009.

2008 also marked the end of our 2006-2008 Director Plan, which set out, 
among other objectives, to review and optimise the network, enhance quality 
and revenues, improve resource productivity and cut costs.

Review of the flight schedule was completed, exceeding even the 
expectations of the Plan. Long haul routes are increasingly gaining weight in 
our company and now represent almost 50% of the passenger revenues, 
whereas in 2005 they barely accounted for 35%. 

We have also strengthened our leadership on routes between Europe and 
Latin America, where our market share has risen from 17.6% in 2005 to 
19.2% in 2008. That leadership is even greater on the business market, 
thanks to our Business Plus class and the extensive network of flights, 
destinations, frequencies and connections offered by our company and 
increasing from 19.2% before the plan to 21.9% in 2008.

If one of the company’s strongest commitments was to increase revenue 
and quality, the best reflection that this has been achieved is seen in the 
Business Plus results: the number of passengers has grown by 45% since 
the beginning of the Plan. Precisely as a result of the greater share of 
business traffic, the unit revenues on long haul routes have increased by 
23%.

Maintenance also showed strong growth, with an 83% increase in 
revenues from third parties since 2005.

We have also concluded the modernisation and homogenisation of the 
fleet and now have just two models of aircraft. This allows greater operating 
efficiency and a huge saving in operating costs. The average age of our 
aircraft is now 7 years, one of the lowest amon

aircraft is now 7 years, one of the lowest among network carriers. This has 
enabled us to increase our fleet utilisation to 10 hours/day, 10% more than 
before the Plan. This modernisation also benefits the environment, since the 
newer aircraft are far more silent and efficient in fuel consumption, so emit 
significantly less gas into the atmosphere.

The headcount has been reduced by 12.8% respect to 2005, almost four 
points more than we had budgeted, by applying non-traumatic measures. 
Meanwhile, over the three years of this Director Plan, staff productivity 
increased by 19.2%.

Last of all we come to the economic balance. Operating profit was more 
or less as expected in the Director Plan, while consolidated revenues and 
profits were better than forecast.

During 2008 we also worked on our Strategic Plan for 2009-2011, which 
takes very much into account the world macroeconomic situation at present 
and despite this, or precisely because of it, it is clearly geared towards 
improving revenues and the quality of customer service in all areas and 
businesses of the company.

The main pillar is, without doubt, the Integral Customer Service 
Improvement Plan. This Plan contemplates the investment of � 150 million 
over the coming three years for the different improvements, including a 
complete renovation of the long haul Tourist class and commencement of the 
designing of a new long-haul Business class, redesigning of the VIP lounges 
at key airports, speeding-up of processes for Business clients and a clear 
focus on improving the customer service attitude.

We will continue to increase our leadership with Latin America and 
Europe, while maintaining our presence on the domestic market.

In economic terms, the aim is to recover our former profitability levels 
with an EBITDAR margin of 14% on average in the last three years, 
underpinning the Group’s current financial standing.

Finally, our overall goal is to make Iberia a strategic benchmark on a 
market which, as you all know, is constantly changing. 

In any case, following the company’s normal practice of adapting rapidly 
to changing circumstances on the market, which has been so successful in 
the past, Iberia has devised a contingency plan to cope with the current 
international economic crisis and fall in 
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international economic crisis and fall in demand, contemplating measures 
such as reducing capacity by more than 4% in 2009, postponing the delivery 
of new aircraft, temporarily cancelling the wet lease and checking all 
expenses and investments. The aim is, as on other occasions, to take 
advantage of the company’s flexibility to adjust supply to demand, or 
capacity to traffic, and grow again when the circumstances improve. This has 
been one of the mainstays of Iberia’s success in the past and it will be again 
in the future.

As regards the initiatives we have taken as a socially responsible 
company, the Corporate Responsibility framework has been reviewed to 
adapt it to the new directives of the 2009-2011 Strategic Plan and prevailing 
best practices on the market. The framework establishes the guidelines for 
action in aspects such as environmental and social performance and the 
company’s stakeholder engagement.

Iberia’s efforts in this regard have led to its simultaneous inclusion in the 
selective Dow Jones World and European Sustainability Indexes and, for the 
first time, in the FTSE4Good IBEX. All these indexes recognise the best 
practices in Corporate Social Responsibility and are a value added for us and 
motivation to continue improving every day.

Fernando Conte

President of Iberia
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INTRODUCTION

The air transport sector

Air transport is a global strategic sector, with an economic impact 
estimated at 3 trillion dollars, equivalent to 8% of the world GDP. It 
generates 29 million jobs worldwide, including direct, indirect and induced 

employment. The sector accounts for approximately 2% of the CO 2 global 
emissions. The infrastructure uses only a small area of land, estimated at 
1% for the European Union.

Iberia in the sector: its three core businesses

In Iberia, the passenger and cargo air transport business is supplemented 
with another two businesses:

MRO: Maintenance, Repair & Overhaul,
Ground assistance (handling) for passengers and aircraft.

•

•

About this Report

The Report on Corporate Responsibility of Iberia, L.A.E., S.A. – hereinafter 
Iberia or the company  – is published every year with the aim of meeting the 
reporting needs of the different stakeholders in respect of its economic, social 
and environmental impacts.

This Report supplements the financial and corporate governance reporting 
laid before the General Shareholders’ Meeting, which can be downloaded from 
Iberia’s web site: http://grupo.iberia.es  , where previous years’ reports can also 
be consulted.

To assist comprehension, Iberia management information is structured into 
chapters dedicated to the different stakeholders of Iberia, applying the 
Corporate Responsibility model and policy adopted by the company, described 
in section 1.1 of this Report.

The information contained in this report has been approved by the senior 
management and the board of directors of the company, and externally verified 
by AENOR, recognised certification body, according to the Global Reporting 
Initiative, GRI 3.0 guidelines and principles (see assurance certificate in the 
Annexes hereto).

+

+

+
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•

•

•
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Each of these has its own market characteristics, as well as all of them are 
affected by the current crisis in all sectors of the economy.

Passenger and cargo airline

The air transport market currently faces the following challenges: 

The expansion of low cost carriers and alternative means of transport, 
such as the high speed train, is causing a loss of market share on the 
domestic markets of traditional network companies.
In Europe, network companies are tending to amalgamate.
Fuel prices have soared in recent years, cutting into airline profit margins.
The congestion of air traffic, especially in Europe, curbs growth of the 
business.
The emerging markets of Asia – especially India and China – and the 
Middle East will make competition tougher on long haul routes.

Maintenance, Repair & Overhaul  

There are currently three trends on this market:

Low cost carriers do not consider maintenance part of their business, so 
subcontract others to do it.
At the same time, the maintenance organisations of traditional airlines are 
increasing their services to third parties.
Independent MRO firms grow through purchases of or agreements with 
other companies, penetrating expanding markets.

•

•

•

Handling

The handling market, especially in Spain, is undergoing a far-reaching 

transformation, marked by:

Deregulation of the sector, which has in Spain meant the granting of at 

least two licences at each airport and which is causing fierce competition 

between the licensees.

Consequently, the pressure to lower the prices of these services is forcing 

traditional companies to slash their costs in order to remain competitive.

The enlargements of Barajas Airport in Madrid and El Prat Airport in 

Barcelona are giving airlines an opportunity for growth at these two hubs, 

traditionally congested.

Iberia’s Strategic Plan is geared to strengthening these three businesses, 

endeavouring to optimise the processes and results of each one through the 

quality of their products and services. The organisation of the company is in line 

with that strategy:

•

•

+
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Iberia in the sector: oneworld and associations

Iberia belongs to one of the largest three airline alliances worldwide, oneworld, 
along with American Airlines, British Airways, Cathay Pacific, Finnair, Japan 
Airlines, Lan Chile, Malev, Qantas and Royal Jordanian . The alliance offers 632 
joint destinations in 134 countries, with 8,000 daily flights, which means a take-off or 
landing every five seconds; and employs 296,028 people.

oneworld has a total fleet of 2,176 aircraft. The airlines in this alliance are 
modernising their fleets, adding up to 1,200 aircraft with a more efficient fuel 
consumption, with smaller emissions and more silent than ten years ago. In fact 590 
of these more ecological aircraft have already been received since 2000, for a value of 
50 billion dollars, and a further 580 aircraft are to be renewed in the next few years.

oneworld also works with the airport and air traffic control authorities, on an 
individual and group basis, on possible solutions for the most significant cause of 
unnecessary fuel consumption in the sector: congestion of air space.

Iberia is a member of national and international air transport organisations 
committed to a responsible development of the air industry worldwide:

1. CORPORATE RESPONSIBILITY IN IBERIA

1.1. Iberia’s Corporate Responsibility Framework

Coinciding with the end of the 2006-2008 Director Plan and the drawing-up of 
the 2009-2011 Strategic Plan, which lays down the guidelines for the company’s 
actions in the forthcoming 3 years, Iberia has reviewed, as on other occasions,  its 
Corporate Responsibility -hereinafter CR- management framework to adjust it to 
current trends and the new strategic guidelines.

The framework has been updated by means of a review process conducted by 
those in charge of the CR-related management systems and constant relations with 
stakeholders, through interviews held in October and November 2008.

+ +
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•
•

In addition, many other managements and business units provide CR-related 
management information.

In compliance with the recommendations of the Unified Good Governance Code 
and pursuant to the Regulations of the Board approved on 22 May 2008, the Board of 
Directors is responsible for approving the company’s CR Policy.

The review process culminated in an agreement on the common Corporate 
Responsibility Framework, consisting of:

Concept of Corporate Responsibility:  what the company understands by 
CR.
CR Instruments: the bases for effective CR management in Iberia.
Corporate Responsibility Policy:  the principles and objectives of CR and 
how they are developed and applied in the different management areas of 
the company.
Scopes of application of CR:  the main CR-related management issues.
Stakeholders and specified expectations:  ensuring that all the 
stakeholders and their expectations are taken into account.

•

•
•

Corporate Responsibility Instruments

The bases for ensuring adequate CR management and reporting in Iberia are:

Corporate Responsibility Policy

Iberia acts in accordance with a set of principles that enable it to continue 
growing in line with the services demanded by its customers, within a framework 
of respect and preservation of the environment, while collaborating actively in 
social actions, thus contributing to the development of the societies in which it 
operates. 

These principles are summed up in the mission, vision and values of the 
company, shared across the board:

+

+
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FOTO

The relations between Iberia and its different stakeholders are kept as direct 
as possible in order to be able to respond to their expectations and incorporate 
their suggestions in projects to enhance the company’s processes, products and 
services.

Corporate responsibility is incorporated in the different management systems 
in the company: Strategic Plan, Risks Management, Internal Control, Safety, 
Quality, Environment, Occupational Health, Purchases, etc. They all incorporate 
assessment and continuous improvement and establish measures to guarantee 
sustainable management of the company’s business activities.

This policy is specified in the following objectives:

General corporate responsibility objectives in Iberia

Maintain its leadership in return on assets (ROA), safety and reliability.
Obtain recognition within society for its transparency, social commitment 
and defence of human rights.

•
•

•

•

•

Apply the best environmental practices in its businesses activities, making 
a rational use of natural resources.
Respond to the major expectations of the company’s stakeholders:

Guarantee the best service to its customers in terms of quality and 
responsibility, respecting the protection of their rights.
Create value for its shareholders, fostering respect for the environment 
and distribution of wealth.
Support any humanitarian projects and initiatives promoted by its 
employees.
Encourage the personal, labour and social furtherance of its employees 
within a framework of equal opportunities.
Promote sustainable development and good management practices 
among its suppliers of goods and services.
Work together with institutions, public administrations and other 
companies in the sector in any initiatives considered of interest.
Participate in cultural, educational, sports, social and economic 
development projects wherever it operates.

See that these objectives are met, with permanent monitoring to pinpoint 
opportunities to further the company’s continuous improvement in CR 
management

Scopes of application of Corporate Responsibility

In general, CR contemplates the following issues in Iberia, all across the 
board, that is, all of the company’s management areas are responsible for them:

-

-

-

-

-

-

-

+
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Stakeholders

The company has identified its different stakeholders and has procedures in 
place for collecting information on their expectations and concerns, through 
established communication channels:

1.2. Stakeholder engagement

The following table shows the communication channels and a summary of the 
principal actions taken in 2008 and underway for 2009 in relation to the 
expectations detected among the stakeholders:

+

+
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The company organised the following multi-stakeholder forums in 2008 for 
exchange experiences:

IATA OPS FORUM – “Fly green, Fly Smart, Fly Safe”, held in Madrid on 
27 & 28 February 2008. Iberia was the host airline. The participants 
addressed aspects relating to safety, efficiency and the environment.
European Congress on Aviation Maintenance   - “Green Aviation Forum 
& Maintenance, Repair and Overhaul 2008”, held in Madrid on 24 & 25 
September 2008, organised by the specialist journal Aviation Week and 
Iberia. 134 airlines from all over the world and over 3,000 aviation 
xxxxxxxx

professionals analysed the new challenges that the sector faces, 
including the latest progress made in environmental issues, such as 
alternative fuels and the new European regulation; the increased 
competition in the Middle East; and the oil price hike. The congress 
agenda included several discussions and debates among airline 
executives and manufacturers.

Iberia has also participated actively, among others, in the following multi-
stakeholder events:

Conference organised by the Association of Commercial Aviation 
Pilots (COPAC) on air transport and the environment , held in Madrid in 
February 2008. The Operations Management and Environmental Unit of 
the Internal Audit and Quality Department of Iberia each gave a paper on 
the measures taken by the company to reduce its CO 2 emissions and 
ensure an adequate environmental management.
II Latin American Conference on Flight Safety and Human Factors :  
Iberia participated in this Workshop, held in Quito on 24-26 June. This 
event, attended by over 300 participants, follows on from the first 
Workshop held two years ago in Aranjuez (Madrid), organised by Iberia 
and Juan Carlos I University, a pioneer on this subject. These 
conferences were started up in response to the interest and concern for 
flight safety as a social asset, the wish to promote a study of the Human 
Factors as a key issue in flight safety, the need to integrate the practical 
and academic areas on these issued and the desire to stimulate 
cooperation and exchanging of experiences among institutions and 
industry in Latin American countries.
I Meeting of the Exceltur Environmental Committee , a Spanish 
association set up to promote excellence in the Spanish tourism sector, 
held in September 2008. The company participated in the first of these 
meetings, designed as a forum for sharing and publicising good 
environmental practices in the sector.

•

•

•
http://grupo.iberia.es.

In addition to the information and communication channels focusing on each 
type of stakeholder, Iberia provides an on-line opinion poll where stakeholders 
can rate their assessment of this Report  

During 2008 16 completed polls were received, the results of which have 
been taken into account and used to improve the information given in this Report.

+

+
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Communication in times of crisis:  for two days, 28 & 29 October, the 
communications managers of enterprises such as Iberdrola, Coca-Cola, 
Telefónica, Repsol, Inditex and Iberia, and banks such as Santander and 
BBVA, institutions such as the Club de Excelencia en Sostenibilidad 
(Sustainability Excellence Club) and the Media executives, such as the 
editor-in-chief of the financial newspaper CincoDias, came together at the 
Instituto de Empresa (IE Business School) to reflect on the corporate 
reputation in present times.
I Madrid Logistics and Transport Fair, Logitrans:   Iberia Cargo participa-
ted in the first edition of this event, held at the Madrid Fair Ground on 10-12 
November 2008, which aims to become a benchmark in innovation for the 
logistics sector in southern Europe.
National Environment Congress:  Iberia participated in this Congress from 
1-5 December. It is the most important environmental forum in Spain, aiming 
to spread knowledge, promote dialogue and submit proposals on 
environmental issues. Within the Congress, Iberia participated in the 
Workshop “Post-Kyoto Challenges”, together with the Spanish Climate 
Change Office and companies from other sectors. 

Iberia also promotes collaboration and interaction among different 
stakeholders, acting as official carrier  for numerous national and international 
Fairs, Congresses and Events, the participants at which are granted special rates 
on Iberia flights.

1.3. Iberia and society

Iberia, as part of the society for which it provides its services, has taken into 
account the principal concerns of that society during 2008:

Economic recession: Iberia is the first European airline and third in the 
world best prepared to face the crisis, according to the “Top Performing 
Companies” ranking compiled by Aviation Week, leading publication in 
xxx

•

•

www.aviationweek.com/media/pdf/tpc_2008/tpc_airlines_2008.pdf

the sector, which bases its study on parameters such as the liquidity and 
financial health of each company. Moreover, five of the ten best prepared 
airlines are members of the oneworld alliance: British Airways, Finnair, 
Cathay Pacific, Qantas and Iberia.

To quote the Chairman of Iberia, Fernando Conte , “behind the 
positive year-on-year results obtained by the company, there is a defined 
strategy, in which nothing is left to chance, there is a culture of striving, 
anticipation and work well done ”.

In other declarations made to El Siglo (27-10-08), Fernando Conte said: 
“All crises, however painful they are for families, companies and everyone in 
general, are always an opportunity to improve, learn from our errors and 
from when we have made the right choices and decisions and correct what 
was wrong, and at the same time they provide us with an incentive for 
seeking new business alternatives, new ways of managing companies and 
providing services to customers. (…)

The crisis is, therefore, a chance to implement supervisory measures 
and oversight to avoid the excesses that have led to the current situation; to 
demand maximum transparency and good governance in all spheres, not 
only on paper, but in everyday actions and operations ”.

The company firmly believes that the solution to some of the causes 
that led to the crisis can be found in the Corporate Social Responsibility.

In these times of uncertainty, Iberia is going to keep up its management 
of sustainability risks and opportunities to help to achieve the objectives 
marked out in the corresponding scopes of application.
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Climate change: Once again, Iberia has implemented its fleet renewal 
plans as a strategy for cutting fuel consumption and reducing its 
greenhouse gas emissions.
More information in the chapter on Environment.

Human rights:  As a responsible company, Iberia incorporates and 
contemplates respect for human rights in its operations, based on the 
principles established in the Universal Declaration of Human Rights, the 
eight Fundamental Conventions of the International Labour Organization 
and the United Nations World Compact, which Iberia joined in 2004.
More information in the chapter on Employees and Annexes. 

Humanitarian aid: Iberia is committed to the Millennium Development 
Goals through economic contributions and resources for social action 
projects, especially those promoted by its employees.
More information in the chapters on Employees and Society.

Growing need for mobility: Together with the franchise Iberia 
Regional/Air Nostrum  and its subsidiary clickair, the company covers 
practically all destinations on the Spanish mainland and the Balearic and 
Canary Islands. Air Nostrum was set up in 1994 to respond to the needs 
for flights between the different regions of Spain. It currently offers 
flights to almost 60 national destinations.

•

•

Through commercial agreements with different airlines and the 
oneworld alliance, which is constantly gaining new members, the 
company offers its customers the possibility of flying almost anywhere 
in the world.

Regional development and integration:  Apart from its international 
presence, Iberia operates its handling service at most Spanish airports.
The company sells its tickets through more than 8,000 travel agencies, 

most of them distributed throughout the country.

1.4. Key Performance CR Indicators in 2008

The following graph sums up the KPIs in the economic, environmental and 
social aspects, which are explained in greater detail in the different chapters and 
annexes of this Responsibility Report:

•

+
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1.5. Iberia in the Dow Jones Sustainability Indexes and FTSE4Good 
IBEX

Iberia has been included in the selective Dow Jones Sustainability World 
Index for the third year in succession. It was also selected for the first time this 
year for the European Dow Jones Sustainability STOXX Index. 

In September 2008, Iberia was also included in the FTSE4Good IBEX index, 
the other prestigious international CSR index.

Iberia’s inclusion in these indexes is an important recognition of the efforts it 
has made to encourage and manage corporate responsibility. The rating 
received is also an excellent instrument for measuring the impact of its activities 
and is used as the basis for preparing the company’s sustainability 
enhancement and action plans, in line with the company’s Corporate 
Responsibility Policy.

1.6. Prizes and recognitions obtained for CR in 2008

GEBTA Prizes 2008:   Iberia has once again been honoured by the Guild 
of European Business Travel Agencies Gebta, this time with the prize for 
the best tourism supplier specialising in the business travel market. The 
prize was awarded for the excellence, innovation and initiative of the 
airline for its work in the tourism sector. In the previous year, Iberia 
received the prize for its leadership in domestic flights and on the 
markets joining Europe and Latin America, and for offering direct 
connections for over 200 destinations, between own and code-sharing 
flights.

www.leadingmanagers.es/pdf/13%20IBERIA.pdf

 www.iimagazine.com

Overhaul & Maintenance Award for Outstanding Achievement in 
Aviation MRO: organised by Aviation Group for managers and 
executives who, through their work, have improved efficiency, 
profitability, sustainability, confidence and safety in their companies in 
particular and in the MRO industry in general. The Iberia Maintenance 
Chief Executive was awarded this prize for his “exemplary leadership” in 
all these aspects.
Best European carrier in investor relations : More than 1,300 analysts 
and managers participated in the survey conducted by the prestigious 
Institutional Investor Magazine. Iberia is one of the few companies 
considered best by both fund managers and analysts. In the current 
situation, with many European countries and enterprises suffering the 
consequences of the crisis, "analysts and investors are attaching 
increasing importance to companies’ capacity to inform their 
shareholders of the company’s strategy":

According to a comparative study made by Spanish journal 
Expansión and published in November 2008,  Iberia is one of the 
IBEX-35 companies that provides its shareholders with most 
readily-understandable information.
Best Business and Advertising Track Record:  Iberia was awarded 
this prize organised by the magazine Actualidad Económica.
Leading Managers in Spain 2008 :  this study by the firm CRF and 
Eurotalent recognises the Iberia management team, headed by 
Fernando Conte, as one of the best in Spain, with special mention of its 
commitment to stakeholders:

Gold Class company in sustainability , according to the Sustainability 
Yearbook 2009, published by PricewaterhouseCoopers (PwC) and 
Sustainable Asset Management (SAM Group). The report also 
recognises Iberia as sector mover, that is, one of the companies with 
xxx
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2. ENVIRONMENT

The company strives unceasingly to maintain a balance between 
development of its business activities and their impact on the environment. 
Environmental protection has, therefore, been a constant feature in the company 
for many years and is singled out as one of its corporate priorities. 

2.1. Environmental management in Iberia

In its endeavour to develop the best environmental practices, Iberia defines 
and regularly updates a set of measures which, based on the company’s 
Corporate Responsibility Policy - see Chapter 1 of this Report -, include training, 
motivation and awareness of its employees, regular checks, controls and audits, 
and cooperation with its stakeholders in environmental issues. 

The most important environmental impacts of the company are indicated 
below:

Environmental management systems

The environmental management systems enable organisations to develop 
their environmental policies and meet pre-established management objectives. 
The following diagram shows the main phases of a management system, in this 
case an environmental management system:

the most significant progress in CSR in 2008:
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Iberia has internal procedures to guarantee identification of any 
emerging legislation and the best existing practices for its flight operations. 
By developing the tasks commissioned to internal committees and technical 
departments of the company, Iberia implements environmental variables in 
the fleet renewal plans and adopts the best practices in aircraft operations. 
Moreover, through its participation in national and international task forces 
addressing these issues, the company is able to adapt its policy on this 
matter and make sure it is permanently updated.

Iberia pinpoints and assesses the environmental aspects of its ground operations 
to rate the extent to which they affect the environment. It then defines its 
management strategy according to that rating. The company’s environmental 
management systems have been certified externally and its internal management 
systems and specific procedures cover all the activities having any environmental 
impact. 

In this regard, Iberia Handling has been awarded the AENOR certificate for its 
Integrated Quality and Environment System, under the UNE-EN ISO 9001:2000 and 
UNE-EN ISO 14001:2004 standards, respectively. This is particularly impressive since 
it umbrellas under a single Integrated System the operations of around thirty stations 
in the national airport network, affecting 8,530 employees.

Iberia has a similar management system for its MRO business in Madrid. This is 
one of the broadest certifications awarded by AENOR in terms of area, variety and 
quantity of environmental aspects and number of employees affected (3,845).

+

+

+
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Environmental audits 

Internal audits were conducted in 2008 to check adequate environmental 
management in the areas with significant environmental impacts. These audits 
were made in the areas of Handling, MRO, Cargo and Medical Service. 

In addition and with a view to having Iberia’s environmental management 
checked through an external body, the sites whose Environmental Management 
Systems have been certified under ISO 14001:2004 were audited by AENOR in 
2008.

Any non-compliance detected in the audits are solved as expeditiously as 
possible through the corresponding Action Plans.

A total of 39 internal environmental audits were made in Iberia during 2008, 
entailing the equivalent of 42 days’ work.

Parallel to this process, in 2008 the Internal Audit Department audited the 
DAIC-MA-02 procedure for controlling Iberia suppliers with environmental 
impact. This procedure lays down the guidelines to be followed by the 
organisation when contracting suppliers of products that have any 
environmental impact, such as suppliers of ground equipment with combustion 
engines, industrial maintenance or waste contractors. Thanks to this audit, a 
more agile, operative procedure has been defined.

Environmental awareness and training

Continuous training in the application of different internal 
environmental procedures is common practice in the company.

The Flight Operations Management provides continuous awareness and 
training for its technical staff on the best practices in flight operations, with the 
aim of reducing noise and fuel consumption, which is directly proportional to  
CO2 emissions.

About half way through the year, a process was conducted through the 
IBPróxima intranet, asking employees for ideas on how to further cut fuel 
consumption, as an initiative seeking collaboration in cost savings and 
environmental awareness. More than fifty proposals were received through this 
process; many of them have been selected and are currently being 
implemented. 

With regard to the training given during the year in respect of ground 
operations, 165 courses were given in the handling area, during which the 
Environment Managers informed 1,172 employees on good environmental 
practices. 

+
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Front cover of the Iberia Maintenance Environmental

Awareness Manual, published in 2008

In the area of aircraft maintenance, awareness courses were run for 164 
participants and a Manual on the correct management of hazardous and urban 
waste was distributed among all the relevant employees in this area. Finally, the 
Cargo Management ran 127 courses for 824 employees on the correct handling 
of hazardous goods.

Environmental accounting

Environmental accounting compiles financial information with a view to 
combining the company’s economic and environmental policies so as to achieve a 
more sustainable company. In Iberia, economic accounting assists the decision-
making in matters concerning environmental actions.

Apart from environmental investments, there are also expenses incurred in 
environmental preservation and management, which totalled � 1.2 million in 
2008, environmental consultancy projects, � 195,000, staff engaged in 
environmental tasks, � 1 million, and finally the environment-related airport taxes 
and fees, for a total of � 1.6 million in 2008.

FLIGHT OPERATIONS

2.2. Flight operations: climate change

Air transport is an integral part of the XXI-century society, permitting both 
passengers and goods to cover large distances at unprecedented speeds. 
However, aviation also contributes to climate change. According to the 
Intergovernmental Panel on Climate Change (IPCC), the aviation sector 
contributes only 2% of the total  CO 2 emissions generated by the consumption 
of fossil fuels. Nevertheless, in view of air traffic growth forecasts the sector 
ought to take measures to minimise the increase in these emissions.

Over the past 10 years, aviation has reduced its specific emissions of   CO 2 

by 10% through the introduction of more efficient engines, lighter aircraft and 
enhanced aerodynamics. However, there is not a technology available to cut 
emissions drastically in the short term: tests are commencing with biofuels, but 
as a medium-term objective.

Measures taken by Iberia against climate change

Iberia’s main goal for dealing with climate change is to reduce its emissions, 
achieving sustained, efficient growth. The measures comprising this strategy are 
described below:
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- Fleet renewal 

Iberia currently has a very modern fleet of aircraft. Just in the past five years 

it has retired 76 aircraft and incorporated 60 new ones.

Although it was initially intended to keep them in use until May 2009, Iberia 

retired its last MD87 and MD88 in October 2008. These aircraft had the lowest 

fuel efficiency in its fleet: compared with the MD87 and MD88, the Airbus A320 

with equivalent capacity obtains a fuel saving of 15%.

The average age of the Iberia fleet at the end of 2008 is 7.13 years, almost 

8% less than at year-end 2007. Moreover, around 45% of the fleet is 

approximately 4 years old. According to IATA, the average fleet age of a 

traditional network carrier is of the order of 10-12 years, which means that the 

Iberia fleet is one of the most efficient in the world.

This graph shows the composition (as a percentage of the total) and age 
(in years) of the Iberia fleet over the past decade. The unification and 
rejuvenation process is obvious. A unified fleet is easier to manage and, 
therefore, environmentally more efficient.

- Operating measures

The smaller weight of aircraft directly reduces fuel consumption and, 
consequently, CO2 emissions. According to internal calculations, an 
aircraft consumes on average 3 kg more fuel per flight hour for every 
additional 100 kg carried, in other words, 9.45 kg more CO 2 is generated 
per flight hour. 
The company has managed to reduce the weight of its aircraft 
considerably by reassigning closer alternatives for the destination 
airports, renovating the interior of short and medium-haul aircraft (with 
new lighter, more comfortable leather seats), reducing the quantity of 
drinking water carried (by almost 75%) and using lighter paints for the 
fuselage.

1.

+

+
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Adjusting cruise speed also helps to reduce CO 2 emissions. According to 
company calculations, an Airbus A340/300 on the Madrid-New York route 
flying at an average speed of 745 km/h could reduce that speed to 735 
km/h and save practically 2 tonnes of CO 2 on the flight (approx. 0.5% of 
the total emissions), while the difference in time of arrival would be no 
more than 5 minutes. Emissions can also be reduced by flying at optimum 
altitudes or using half the engines while taxiing to the assigned parking 
space at the airport.

Landing manoeuvres can also be optimised. With favourable weather 
conditions and at airports with long runways, it is possible to land using 
the engine braking or thrust reverse and with a smaller lift area (flaps), so 
that the aircraft offers less resistance to the air and consumes less fuel 
during landing. Continuous Descent Approach (CDA) can also be used at 
airports where this procedure is available.

Measures can also be taken during aircraft maintenance to reduce 
greenhouse gas emissions in flight: by increasing the frequency of 
washing the aircraft engines and fuselage, the air circulation in the turbines 
is improved and greater aerodynamic efficiency is achieved.

Energy efficiency was also improved in 2008 and emissions were reduced 
through flight scheduling, assignment of fleets for the different routes, fleet 
utilisation and optimisation of the load factor. In particular, the load factor 
was 80% in 2008, higher than that of other European network airlines, and 
fleet utilisation reached a record level for the company this year, with an 
average of 10 block hours per aircraft per day.

Iberia also upholds other measures which, although not directly within 
its scope of action, may contribute significantly to reducing the CO 2 
emissions of its flights. In this regard, since 1989 it has been 
advocating the implementation of the Single European Sky Project, 
which is designed to create a unified air traffic management system in 
Europe. Implementation of this system could report annual savings 
for an airline such as Iberia of between 6 and 12% of its CO 2 
emissions. The regulatory framework of the Functional Blocks of 
Airspace (FABs) was approved in December 2008 and could be fully 
operational within three years.
The company also participated in 2008 in the air routes working 
group coordinated by the Spanish Aviation Authority, aiming to boost 
an optimised use of Spanish airspace.
Iberia’s growth strategy focuses on the long haul routes, where there 
is no alternative form of transport so the energy efficiency per 
passenger is greater. The revenue on short-haul routes (less than 400 
km) accounted for 0.67% of the total revenue in 2008. Moreover, 
approximately half the passengers on this type of route were making 
connections to fly elsewhere, so the revenue on this type of route is 
actually around 0.32% of the total revenue.

- Results obtained by adopting these measures

Aviation CO2 emissions are directly proportional to fuel consumption (1 
kg of kerosene is equivalent to approximately 3.15 kg of CO 2). Through 
implementation of the measures mentioned above, the company has 
managed to reduce its CO2 emissions per unit carried by a cumulative 17% 
over the past 5 years. 

2.

3.

4.

5.

6.
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The calculation of CO2  emissions per unit carried includes the consumption 
of the cargo business, since in Iberia, which does not fly cargo aircraft, it is 
included in the consumption of passenger aircraft: Iberia carried a total cargo of 
242,213 tonnes in 2008.

The company has reduced its CO 2  emissions per unit carried by a cumulative 
17% over the past 5 years.

We could add that over the same period of time, the company’s total 
emissions have not grown, even though capacity has increased year on year.

The capacity (measured as the number of available seat kilometres) slid by 
0.54% year on year in 2008. However, thanks to the fleet renewal and other fuel 
saving measures, the total CO 2 emissions of the company were reduced by 
more than this percentage, by 4.57%.

+

+

+

+
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2.3. Flight operations: local air quality

Atmospheric emissions in the area surrounding the airport

The quality of air in the local area around the airport can be affected by 
the aircraft emissions, consisting mainly of: nitrogen oxides (NOx), carbon 
monoxide (CO) and unburned hydrocarbons (UHC). According to figures 
published by IATA, technological progress has reduced aircraft HC 
emissions by around 90%. In an endeavour to meet the ACARE 2020 
(Advisory Council for Aeronautics Research in Europe) objectives, research 
is currently in progress to achieve an 80% reduction of NOx in respect of 
2000.

These pollutants are not only generated by aircraft, but also by other 
activities related with airports, such as ground support equipment, auxiliary 
power units (APUs) or ground transport in and around the airport, including 
its accesses. 

The ICAO (International Civil Aviation Organisation) CO, NOx and HC 
standards control emissions during aircraft operations in airport zones 
(taxiing, approach, landing and take-off).

The measures taken by Iberia to reduce these emissions focus on fleet 
renewal, incorporating less polluting engines and the development of 
operating measures such as application of the continuous descent 
approach. NOx emissions could be cut by up to 40% by this measure.

At Madrid-Barajas Airport, where the company concentrates the vast 
majority of its operations, the airport authority AENA has an air quality 
monitoring network (REDAIR) which continuously and automatically 
examines the levels of pollutants from emissions generated at low altitudes. 
The readings obtained are published daily to make sure that the equipment 
operating at the airport, including aircraft, does not generate pollution levels 
in excess of the standards set in the applicable regulations.

This graph shows the 
situation of the Iberia fleet in 
2008 in relation to the 
applicable NOx standards 
(CAEP 1 & 2), and other more 
restrictive standards (CAEP 4 
& 6) which, although not 
applicable to it, reflect the 
advanced technology of the 
engines used in the Iberia 
fleet.

This graph shows the cumulative reduction of total NOx emissions by the Iberia 
fleet over the period 2004-2008. Taking 2004 as the base year, the graph shows the 
cumulative reduction in each period. The cumulative reduction over the past 5 years 
is 15.79%.

The steeper reduction in 2008 is due to the replacement of the more polluting 
aircraft and the company’s flexibility in the use of more suitable aircraft, according to 
capacity. +

+
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The ICAO Noise Standards control noise pollution during flight operations 
(approach, landing, take-off and climbing).

2.4. Flight operations: noise control

Noise from aviation produces local impacts in areas around airports and is 
generated in flight operations at altitudes below 3,000 ft (approx. 900 metres). 

With the technological progress incorporated in current engines and the 
improved aircraft aerodynamics, aircraft noise levels have been lowered by 50% 
compared to the noise levels ten years ago. Technological research anticipates 
achieving a further 50% cut by 2020.

Although the total number of people affected by this type of pollution has been 
reduced by approximately 35% since 1998, Iberia still strives to reduce the noise 
contours of its aircraft.

Measures taken by Iberia against noise pollution

- Fleet renewal

As explained earlier, the average age of the Iberia fleet is currently 7 years. 
During 2008, the company withdrew its last MD87 and MD88, which have been 
replaced with Airbus 320 models, 48% more silent: the noise footprint of an MD is 
5.0 km2 , while that of an A320 is only 2.6 km 2.

This graph shows the situation of the Iberia fleet in 2008 in relation to the 
noise standard applicable to it (Chapter 3) and the more restrictive standard 
(Chapter 4), which, although not applicable, reflects the advanced technology 
used in the company’s fleet.

- Operating measures

The company complies with the operating procedures laid down by the 
Spanish civil aviation authorities, making a limited use of auxiliary engines in 
airports, reducing the use of brakes by using the thrust reverse technique and 
following the routes established by air control for arrival and departure at 
airports. 

+
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Moreover, since 2006, Iberia and AENA (Spanish Airports and Air Navigation) 
have been working together on the development of a new navigation system called 
PRNAV (Precision Area Navigation), which enables aircraft to follow more precise 
paths. This plan favours built-up areas near to airport approach and departure paths. 
The company has had 100% of its fleet certified so that it can use this system and it 
is developing these manoeuvres at airports where it is possible. Iberia also 
participates in the path analysis technical group set up by AENA to stimulate 
improvement of the arrival and departure routes at Madrid-Barajas Airport and, 
consequently, the environmental impact in the area surrounding the airport.

- Evolution of noise at Madrid-Barajas Airport

Since 2000, the airport authority AENA has gradually restricted aircraft operations 
at Madrid-Barajas airport in order to reduce noise pollution. In order to establish these 
restrictions, aircraft have been classified into “noise levels” (NL), according to their 
individual noise on take-off. There is a NL classification for the different decibels, 
covering a range from 0 to 16 (the nearer to 0, the lower the noise level). The low level 
of noise of the Iberia fleet is evidenced by the fact that the company does not operate 
any aircraft above NL 2. 

The graph shows the distribution of take-offs by the Iberia fleet at Madrid-
Barajas Airport in 2007 and 2008 according to the noise level classification. It 
can be seen that Iberia has reduced the take-offs of its noisier fleets (NL 1 & 2) in 
2008 and has, consequently, increased the take-offs of its more silent fleet (NL 
0.5) by 13 points.

In addition, at Madrid-Barajas Airport, where the company concentrates the 
vast majority of its operations, the airport authority AENA has a noise monitoring 
network (SIRMA) which detects, measures and associates the noise produced 
by aircraft when they fly over microphones installed in strategic areas around the 
airport. The readings obtained are published daily to make sure that the aircraft 
operating at the airport do not exceed the noise levels stipulated in the 
Environmental Assessment of this airport.

GROUND OPERATIONS

2.5. Ground operations: emissions

Greenhouse Gas Emissions

The greenhouse gas emissions from Iberia’s ground operations account for 
approximately 2.5% of the total emissions of this nature generated by the 
company.

The main sources of these emissions are the fixed industrial installations and 
the equipment required to provide ground services to aircraft and passengers 
XX
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(Scope 1 & 2). However, in order to draw up a full inventory of this type of 
emissions, other indirect sources should also be considered, such as employee 
travel to their workplaces (Scope 3). These sources of emission form part of the 
activities covered by the environmental certificate under ISO 14001:2004, 
awarded to Iberia by AENOR. This certificate guarantees control of emissions 
and the implementation of actions to reduce their generation.

The following figure shows the main sources of emissions by Iberia in its 
ground operations:

The following graph shows the distribution of these emissions in 2008 
according to Scopes 1, 2 and 3 mentioned above:

More detailed information on this inventory can be found in the Annexes to 
this Report.

Volatile Organic Compounds

Iberia renovated its maintenance hangar 7, used for painting aircraft, in 
2008. The new hangar, with an area of 2,900 m2, is used for different activities 
such as stripping, sanding, painting and drying of aircraft. These installations are 
among the most outstanding in the industry thanks to their cutting-edge 
technology, including lighting systems, air control mechanisms, insulation and 
air-conditioning. Moreover, the paint used in this hangar is more respectful of 
the environment, with low levels of environment-damaging volatile compounds, 
so this type of emissions is expected to be reduced in 2009.
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The improvements to hangar 7 were also made taking into account the 
recommendations made by the European Airbus manufacturer. The new aircraft 
will be painted according to the manufacturer’s standards, since Iberia 
Maintenance belongs to the Airbus MRO Network.

The gear section of the Madrid MRO workshop was also renovated 
during the year. Processes were streamlined and new equipment was 
installed, achieving a 10% reduction of the VOC emissions year on year.

2.6. Ground operations: consumption of resources

Electricity consumption

Apart from the measures and improvements applied through the 
Management Systems and innovating projects, more than one million euro 
will be invested in 2009 to improve the energy efficiency of the company’s 
installations, which will help to reduce the environmental impact of ground 
operations:

Installation of solar panels on the maintenance hangars.
Construction of a photovoltaic solar energy plant in the Industrial Zone 
of Barajas.
Replacement of the existing two generators

Paper consumption

Paper consumption has been reduced every year since 2004 as a result of 
the continuous improvement achieved through the Environmental Management 
Systems, by setting reduction targets and through the innovating waste 
reduction projects.

The company policy is to convert paper-consuming administrative 
processes into electronic equivalents. In 2008 this policy was applied in the 
following areas:

Iberia has managed to issue practically all of its tickets to over 100 
destinations in electronic format. The Iberia Shuttle, for example, is the 
only service in the world that provides this form on open flights.
Iberia has pioneered the implementation and use of electronic tickets for 
cargo, such that the documents required for the carriage of goods is 
issued and submitted electronically.
On an internal level, following introduction of the Travel Expenses 
application in IBPersonas in August 2008, the administrative procedures 
for documents associated with business travel have been optimised. 
Since then, employees scan all the supporting documents used as proof 
of expenses and the images are attached to the assessments made 
using the software. This eliminates the need to send the original 
documents proving expenses, with the consequent saving in paper 
consumption.
This year, moreover, a campaign designed by the Purchases 
Management, backed by the Senior Management, extended the supply 
and use of recycled paper throughout the company.

•
•
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2.7. Ground operations: Waste & recycling

In the area of waste management, we provided a mobile selective waste 
disposal unit in 2008, to improve the handling of this type of waste at Terminal 4 of 
Madrid-Barajas Airport. This unit can carry up to four 200 l. containers, with 
compartments containing absorbent material for use in the event of a spillage. Use 
of this unit means the intermediate waste storage in the terminal area can be 
eliminated.

See the Annexes to this Report for information on the evolution and 
management of other environmental aspects in ground operations, such as 
water consumption, waste generation, sewage, etc.

FOTO
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One of the principal goals of Iberia’s strategy, developed through the 
Director Plan, is to improve the quality of service to our customers, 
implementing several customer-geared measures based on the following 
principles:

Two new Airbus A319 were added to the Iberia fleet in 2008, christened 
with the names “Robin” and “Crane”. Both aircraft bear the name and a 
picture of the animal on the fuselage, where it will remain until it ceases to 
be an endangered species. And inside the aircraft, an information sheet 
prepared by well-known naturalists can be found in the pocket in front of 
each seat.

Iberia has been a member of the Convention on International Trade in 
Endangered Species of Wild Fauna and Flora, CITES, since 1986 and, 
therefore, does not permit the carriage of any of these species on its flights.

2.8. Nature protection

Ecological christening of aircraft with endangered species

Iberia continued during 2008 with the “ecological christening” of its 
aircraft, incorporating new aircraft in the Iberia fleet bearing the name and 
drawing of a protected species on the fuselage.

Giving these names to its aircraft is part of a communication and 
awareness campaign that is to continue for several years, aiming to publicise 
the richness of the Spanish biodiversity, the largest in Europe, and the 
threats to some of the most emblematic species, some of which are unique in 
the world, with a view to making society aware of the importance of 
protecting and preserving them.

3. CUSTOMERS

3.1. Iberia passengers: the essence of our existence

Iberia has a resolved commitment to its customers to guarantee quality 
service at every stage of their journey. All the businesses and other 
management areas of the company are geared towards passenger service, 
as shown by their inclusion in the essential process of this company:

www.iberia.com

+
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Commitment to passenger rights

Iberia and the other airlines in the Association of European Airlines 
(AEA), the European Union and the European Civil Aviation Conference 
(ECAC/CEAC), have jointly drawn up a Code of Conduct, the European 
Aviation Customer Commitment, signed on 2 July 2002, establishing 
passengers’ rights, such as respecting the agreed price, providing such 
information as may be required on the company, notifying passengers of 
any incidents and providing assistance, expediting the payment of 
reimbursements and attending reduced-mobility passengers and minors, 
among others.

Iberia deals with passenger claims in accordance with the prevailing 
European regulations on compensation and assistance to passengers in the 
event of denied boarding and of cancellation or long delay of flights 
(Regulation (EC) No 261/2004 of the European Parliament and of the 
Council of 11 February 2004).  

With regard to data protection, Iberia complies with the new legislation 
regulating and amending certain aspects of the current regulation under the 
Personal Data Protection Act of 19 April 2008. It has published internal 
regulations on the subject and started up an information security committee 
to guarantee the confidentiality and integrity of that information and 
preventing any use of such data for unauthorised purposes. The initial 
formalities were taken in 2008 for certification under ISO 27001 of the 
Information Security Management System, the scope of which umbrellas 
the processes related with IBPróxima, the intranet and extranet of Iberia.

Commitment to price transparency

Iberia publishes the final prices, including all the different elements comprising 
each price, such as surcharges for fuel, issue charges or airport taxes, such that the 
announced price is the final price of purchasing the ticket. Therefore, the company is 
complying in advance with the European legislation which will regulate these aspects 
as from 2009.

In addition, a service called flex-pricer has been set up on Iberia.com, through 
which customers, when choosing a ticket, are offered prices for the dates before and 
after the date specified, so that they can choose the most favourable price. 

A new tool has been included in 2008 that permits a flight search according to 
the maximum budget specified by the customer. It is thus possible to set in advance 
the maximum price you wish to spend on the flight, either for a particular destination 
or area or for a specific date.

Also in 2008, Iberia started up a new check-in and excess baggage system, 
which is simpler and more economical for customers. On the one hand, calculation of 
the price is simplified by establishing a fixed sum per item. And on the other, excess 
baggage is made 50% cheaper on average.

FOTO
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During 2008, Iberia created and made available to customers at all 
airports and sales offices a document to prove the delay of a flight  of the 
company, which can be used to justify late arrival at work, a meeting or any 
other type of appointment.

The document is a text with a definite format, in Spanish and English. 
Iberia agents are obliged to issue it to any customers who may so request 
after completing the particulars of the customer, flight details, having the 
document signed by the customer and affixing the seal of the issuing office.

Commitment to quality

Iberia has several mechanisms for controlling and monitoring the quality 
of its processes and services, as summarised in the following figure and 
described below:

Commitment to punctuality

According to company figures, the punctuality index at level 15’ 
improved significantly year on year, standing at 81.2%, 0.4 percentage 
points up on 2007.

Iberia establishes numerous internal controls to improve punctuality: 
specific rules, watchdog committees, cause analysis and decision-making, 
checking of operating processes, etc. 

- Customer Satisfaction – Perceived Quality Level

Customer satisfaction is sounded out in Perceived Quality Surveys 
(PQL, Perceived Quality Level), which measure their assessment of the 
attributes of the service. The surveys are analysed to see what specific 
actions may be necessary to improve the quality of service. 

A new model for obtaining this information was introduced in 2008, 
replacing face-to-face polls with on-line polls, sending personal invitations 
out to customers to participate in the study. This system offers the 
following advantages:

More reflective environment.
Speed in obtaining results and cost savings.
Easier to make improvements to the questionnaire.
Larger sample size.
Continuous assessment of satisfaction, eliminating the uncertainty 
of long periods without incoming data.
Enables more adequate decision-making and better monitoring of 
action plans.
Obtains information on the company’s position in relation to rivals.

•

•

•
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The resulting information can also be checked against that offered by the 
System for Measuring the Quality Obtained.

Since April, when this new system was introduced, the total size of the 
sample has been 33,000 polls answered, with a response rate of 17%. The level 
of satisfaction reached up to the end of 2008 was 6.9 out of 10.

This graph shows the evolution of the PQL during the year. There is a 
gradual improvement except in December, which is shown separately owing 
to the operating incidents that occurred during that month.

- Obtained Quality Level

Compliance with the service quality standards set by the company is 
supervised by measuring the Obtained Quality Level (OQL).

Through the method established, agents have on-line access to 
information on service quality obtained in over 6,500 assessments a year, 
analysing 300 aspects related with the service provided or customer 
service.

This model for measuring quality in areas dealing directly with 
customers was consolidated in 2008. Management-focused improvements 
have thus been made, such as the inclusion of new quality indicators 
related with punctuality and connecting flights at Madrid–Barajas airport.

A sample of the information provided is given in the following graph, 
which shows the quarterly evolution of Iberia’s OQL in 2008:

Just as for the PQL, the OQL measured in December 2008 is shown 
separately.

+
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Frequent Flyer: Iberia Plus and CRM

Iberia Plus was the first international frequent flyer programme in Europe. There 
are now more than 3 million customers enrolled in 200 countries.

There are over 60 companies participating in this points programme for frequent 
travellers: oneworld, other airlines, hotel chains, car hire, restaurants, credit cards and 
tour operators, among others.

In addition to the benefits generated by obtaining points, the company makes 
available to IB Plus members the CRM (Customer Relationship Management) 
management tool, which makes a personal monitoring of their travel experiences.

- Relationship with the certified Quality Management Systems  

The two systems for measuring quality, PQL and OQL, are part of a general 
quality model in the company, structured as shown in the following figure:

Some 96,166 frequent flyer actions were effected during 2008 and a 
total of 58,605 customers have received a CRM distinction.

Iberia.com contains an Iberia Plus online Portal, which provides 
customers with personalised information and enables them to effect 
transactions online.

The Iberia Plus Empresa online also improved its functions in 2008 for 
Small & Medium Enterprises (SME) and self-employed frequent flyers. At the 
same time, it set up a web platform for communication with large 
enterprises that have commercial arrangements with Iberia.

Frequent Flyer: Customer service

Relationships with all network customers are centralised through 
Iberia’s Customer Service Section, structured according to the different 
services it offers, which also handles after-sales services and reports to the 
entire organisation on feedback from customers.

The company considers statements by unsatisfied customers a valuable 
source of information for correcting faults and bringing our services in line 
with their expectations and an opportunity to meet their needs. During 
2008, the claims management service was certified under the UNE-EN ISO 
9001:2000 standard. The company also invested considerable sums to 
improve the functioning of the claims management web site.

Every month, the company publishes a few letters of claim or 
congratulations from our customer through the internal magazine Iberiavión, 
to give examples of errors and adequate decisions of the company and 
boost the quality commitment in customer service.

FOTO

Las certificaciones se describen en el apartado 5 de este capítulo

+

The certificates are described in section 5 of this chapter
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cost. In this regard Iberia collaborates actively in the RMP service through its 
participation in the main joint ventures awarded the handling services at airports. 
Iberia Handling also provides this service to all the passengers of other airlines at the 
airports at which it operates as the sole Handling Agent.

At the European airports to which Iberia flies where the EC regulation is also 
applicable, the corresponding airport authorities are responsible for assisting RMP, 
while at other airports outside the European space, Iberia and its handling company 
perform the service directly.

Iberia also provides RMP passengers at all airports in the network with 
documents containing essential information on their rights and obligations, in formats 
accessible to all kinds of disability. The contents of Iberia.com are regularly updated 
following the WAI (Web Accessibility Initiative) guidelines.

Similarly, any minors travelling alone with Iberia are accompanied at all times and 
treated with special care.

Iberia offers this service to any passengers aged between 5 and 17 travelling 
without an adult, provided it has been expressly requested by their parents or 
guardians.

When entrusted with the care of minors, Iberia takes all the necessary measures 
to ensure that they are not left alone at any time from when they are handed over to 
the company by their relatives or guardians to when they are handed over to the 
persons responsible for them at their destination.

In-flight health

In its in-flight magazine, Ronda Iberia, the company includes some practical 

advice on how to make the flight more comfortable and healthy. Exercises are 

described to prevent deep vein thrombosis, especially recommended for 

passengers with circulation problems on long haul flights. These can also be 

consulted on:

All food products served in flight in the different catering services are 

subject to strict health and safety controls, in pursuance of prevailing laws and 

regulations. The company also offers different menus to suit the needs of all 

customers (gluten-free, vegetarian, etc.).

In collaboration with CISS-Especial Directivos, Iberia runs courses to 

overcome fear of flying, with extremely high success rates: 96% of those 

participating in the seminars over the past ten years have conquered their fear. 

In these seminars, Iberia pilots inform participants about air safety and how 

aircraft work, while a group of psychologists teach them relaxation techniques.

Dealing with passengers with special needs

In pursuance of the European Regulation EC 1107/06 and since 26 July 2008, 
AENA, as Airport Authority, is responsible for assisting Reduced Mobility Persons 
(RMP) at all Spanish airports. In turn, it delegates this service to the companies or 
joint ventures awarded the services at each airport, through competitive bidding.

These Reduced Mobility Persons receive special assistance free of charge from 
their arrival at the airport of departure to departure from the destination airport. All 
passengers with a disability or illness are accompanied to the aircraft and their 
wheelchair, or guide dog in the case of the blind, travels on board at no additional 
XX

www.iberia.com/viajarconiberia/
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3.2. Iberia Cargo customers  

Iberia Cargo offers its customers capacity in the bellies of Iberia 
aircraft. With cutting-edge technology and using iberia-cargo.com as its e-
commerce platform, it offers a modern, expeditious, efficient, secure 
service, guaranteeing the carriage of its customers’ goods. It currently 
provides this service for around 100 companies.
Over the period 2006-2008 the Cargo division has carried out the following 
projects to improve its service:

Completion of the Cargo Revenue Accounting System.
Implementation of a Yield Management System.
Improvement of Cargo Terminal Processes.
Electronic air waybill (Iberia Cargo e-AWB)

Through the last project, pioneer in Spain, thanks to the technological 
development of Iberia Cargo and the willingness and technical preparation 
of the Ministry of Finance and other state and regional authorities, Iberia 
offers a high-quality service, for the time being for the pioneers in use of 
the e-AWB, shortly to be extended to all Iberia Cargo customers, 
eliminating paper in numerous formalities and simplifying the processes. 
This breakthrough, together with the advantage of obtaining arrival lists 
through the Iberia portal, is a perfect supplement to the large capacity 
offered.

•

•

Passenger-geared innovation

Iberia has always been among the first to pass on to its customers any 
improvements offered by the new technologies to improve their comfort 
and save time. Electronic tickets; online check-in through a simple, agile 
procedure on Iberia.com; auto check-in machines at the main airports; an 
SMS information service of scheduled times and arrivals of flights via 
mobile; one of the most modern fleets on the market and a Business Plus 
Class and VIP Lounges with the highest level of services, are just a few of 
the benefits on our long list of improvements.

Since 2008, for example, passengers can check in for Iberia flights using 
their mobile or PDA. Apart from the auto check-in (check-in plus seat 
reservation) to more than 70 destinations, other advantages include the 
possibility of buying shuttle tickets, consulting bookings on any Iberia flight or 
accessing the Iberia Plus point programme. The new services are available at 
www.iberia.com  or www.iberia.mobi , from the passenger’s mobile or PDA.     
.

All passenger-focused innovation projects entail major investments and are 
permanent. 

•

www.iberia.com 

www.iberia-cargo.com
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Precisely in view of the experience of this project, IATA (International Air 
Transport Association) has nominated Spain as the pilot country for its e-FREIGHT 
project, the main aim of which is to eliminate most of the paper documents used in 
the handling of air cargo, including the freight contract or Air WayBill (AWB).

A group of the most outstanding representatives of the Madrid cargo sector, 
including, among others, airlines, customs, forwarding and handling agents, assessed 
the necessary requirements to inclusion in this project.

They all decided that Iberia should lead the project, since the airline has its own 
electronic cargo "ticket" (Iberia Cargo e-AWB), which it has been using on domestic 
flights since June 2007.

This choice by IATA consolidates Iberia as world leader in electronic 
documentation within the airline sector, since Spain, headed by Iberia, was also 
chosen as the pilot country for electronic tickets for passengers.

The start up of IATA’s e-FREIGHT will bring substantial benefits for the different 
players in the Spanish air cargo sector, such as streamlining operating processes, 
cost savings and reduction of the environmental impact.

3.3. Iberia Maintenance customers

Iberia Maintenance is the leading company in Spain in repair, high 
technology and modification of aircraft, and eighth in MRO worldwide. It 
serves the Iberia fleet and also more than 100 customers throughout the 
world: airlines on every continent, aircraft and engine manufacturers, 
logistic support and operational solutions for the Spanish Air Force, full 
maintenance services for other Spanish VIP aircraft and other types of 
military aircraft, among others. 

It is certified by national and international agencies, including the 
Spanish Civil Aviation Authority, European Aviation Safety Agency (EASA) 
and the US Federal Aviation Administration (FAA). 

Most of the improvements and developments made in the maintenance 
area are pioneer innovations on a national scale, and in some cases even 
on an international scale, designed for the service provided for both own 
and third party aircraft. 

As mentioned in earlier chapters of this Report, one of the most 
important projects under way is the building, together with Consorci de la 

Zona Franca de Barcelona (CZFB), of a Hangar at El Prat Airport in 
Barcelona. This infrastructure will largely be used for the maintenance of 
third-party aircraft, which is a major commitment for the development of the 
Barcelona hub.

The installation will be erected on a plot of 24,000 m 2, with a clear area 
for aircraft of 12,100 m2. The hangar will have maintenance capacity for the 
Airbus A340, which will contribute to the development of long-haul routes 
from El Prat airport. It will also be able to house the A380 for maintenance. 

It will have capacity and equipment to do maintenance work on the 
aircraft of any of the almost 80 airlines operating at the Barcelona airport. 

www.iberiamaintenance.com

+
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3.4. Iberia Handling customers

Iberia Handling is the leading passenger and aircraft handling operator in 

Spain; it is present at almost all Spanish airports with more than 80 years’ 

experience. It has the largest mobile fleet in Spain, with more than 11,000 items 

of handling and transport equipment and a headcount of 8,530 professionals.

It is also the only Spanish company offering its customers a global service, 

providing services for around 220 airlines, almost 80 million passengers and 

420,000 aircraft every year.

The most important, innovative project in 2008, as recognised by external 

institutions, was the implementation of a new stopover handling tool, GAUDÍ - 

Gestión de Aeropuertos Unificada Desarrollo Integral  - [lit.: Integral Development 

Unified Airport Management], the main features of which are:

Automated task planning, definition of the required shifts, assignment of 
resources to those shifts and constant update and adjustment.
Real-time assignment of tasks for employees to optimise productivity, 
using, among other variables, the physical distance from the location of 
one task for assignment of the next or, in the case of ramp handling, 
location by GPS of the closest vehicle.
Monitoring of state of services and updating of records using portable 
devices.

In view of the complex operations of the handling business, the service 
provided using this tool is much more efficient, punctual, reliable and 
satisfactory for customers.

•

Iberia and Consorci have also contacted BAIE (Barcelona Aeronàutica i 
de l’Espai), an organisation bringing together companies and institutions of 
different kinds to promote the aviation sector in Catalonia, for its members 
to study the possibility of developing new activities around the hangar, to 
boost the aviation industry in Catalonia.

It entails an investment of 24 million euro and will create approximately 
200 new direct jobs and just as many induced jobs. Most of the direct jobs 
will be highly qualified, since the work in the new hangar requires training as 
Aircraft Maintenance Engineer and, for certain tasks, being certified at an 
appropriate level for a specific fleet.

The hangar, oval-shaped, will have a unique, vanguard architectural 
design to achieve the best possible integration in the urban surroundings of 
El Prat. It will have 12 curved doors, controlled by tactile screens at the 
ends, and permit a view of the entire front of the hangar during opening or 
closing, which has clear advantages for security compared with the 
traditional flat doors.

Moreover, as mentioned in the previous chapter, the new maintenance 
hangar will be distinguished for its design with a vocation of developing a 
sustainable industrial infrastructure and will be especially respectful of the 
environment.

•

•

http://handling.iberia.es
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Iberia currently has 33 employees in different areas of the company 
qualified as internal auditors of certified management systems. 33 internal 
quality audits were made in 2008 to confirm and guarantee continuous 
improvement.

Through the audits made during the year and permanent analysis, some 
538 actions for improvement were pinpointed in the certified areas, with a 
view to improving internal and external processes and customer satisfaction.

With regard to quality-related training, preparatory courses were given for 
making audits, measuring customer satisfaction and dealing efficiently with 
XX

3.5. Guarantees for our services

Ethical advertising

Iberia is a member of the Commercial Communication Self-Regulation 
Association (Autocontrol) and applies the voluntary controls made by this 
association. Demonstrating its respect of these issues, in the past 8 years Iberia 
has only received two claims relating to default of the regulations on marketing 
communications.

In 2008, the consulting firm King-eClient analysed 13 internet portals selling 
flights and hotel bookings to make a scan the sector, paying special attention to 
misleading advertising. Five of those portals passed, including iberia.com.

Safety

Iberia has extensive, proven experience in the safety of all its operations, 
both ground and in-flight. The company has assurance systems that regulate the 
operation and maintenance of aircraft in accordance with the EASA and FAA 
international standards.

Iberia has a broad insurance programme, taking out policies with leading 
Spanish insurance companies and top-ranking reinsurance on international 
markets to ensure that insurance cover is in keeping with the best practices on 
the aviation market, in all cases going beyond mere compliance with the 
requirements stipulated in the Spanish Aviation Act and international 
agreements and conventions.

For the first time in the period 2006-2008, Iberia has certified its Operating 
Quality and Safety Management System under the IATA Operational Safety 
Audit (IOSA) standards. As such, it is subject to annual audits, which reveal the 
strength of the company’s controls.

Quality certificates

Most areas of the company have now been certified under the 
requirements established in UNE-EN ISO 9001:2000, which include specific 
quality indicators relating to the processes of the different activities, subject to 
regular internal control. The Purchases Department was certified In June 2007 
and in 2008 the certification process has been completed for the Customer 
Service Unit, the Customer Relations Department / Customer Service Section.

+
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British Airways: On 29 July 2008 the Board unanimously agreed to 
begin talks with British Airways with a view to a possible merger of the 
two companies through an exchange of shares. 
This merger is expected to create one of the largest international 
aviation groups and will enable both companies to achieve significant 
synergies and commercial benefits that will improve customer service. 
This amalgamation is based on the already close relationship between 
both airlines and will strengthen both the oneworld alliance and the 
position of Madrid as the main hub between Latin America and 
Europe. The consolidated group will maintain the British Airways and 
Iberia trade names and the merged enterprise will be listed on the 
London and Madrid stock exchanges.

Business Agreement: American Airlines, British Airways and 
Iberia: 
The signing of a joint business agreement among American Airlines, 
British Airways and Iberia for flights between North America and 
Europe was announced on 14 August 2008. This agreement will 
strengthen the cooperation among them. The three airlines submitted 
an application for anti-trust immunity to the US Ministry of 
Transportation, likewise notifying the competent EU authorities.

•customer complaints and claims. Moreover, with a view to improving the 
qualifications of internal auditors and their contribution towards the 
maintenance, improvement and operation of the different Quality 
Management Systems in the company, in 2008 they all did the prestigious 
course European Expert in Quality Management, run by the Spanish Quality 
Association - AEC. 

4. SHAREHOLDERS

This section contains an overview of Iberia’s business performance in 2008 

and a description of the management systems established by the company to 

generate confidence and add value for our shareholders in aspects relating to 

corporate responsibility.

For detailed information on the economic aspects of the company or the 

Group, consult also the Annual Management and Corporate Governance 

Reports issued together with this Responsibility Report, which can also be 

downloaded from: http://grupo.iberia.es

4.1. Performance of the different Iberia businesses in 2008

Significant events in Iberia’s corporate development

http://grupo.iberia.es
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Merger of clickair and vueling : The appearance of low-cost 
carriers on the Spanish market led Iberia and four partners in 2006 
to found clickair, a low cost carrier to compete directly with the new 
forms of business of these companies. 
Since its incorporation, Iberia has always adopted a responsible 
position, advocating the streamlining of the domestic market and 
the creation of a single Spanish low-cost carrier that can be 
competitive and develop a long-term sustainable profitability. 
Accordingly, in 2008 it supported the negotiations between clickair 
and vueling for a possible merger. 

The operation is structured as an amalgamation of equals, and 
would consist of the takeover of clickair by vueling, with the 
disappearance of the former and a capital increase in the latter. The 
resulting company will be listed on the stock markets on which the 
vueling shares are currently admitted for trading and will have its 
registered office in Barcelona.

Passenger and cargo air transport

The company continues with its network restructuring  strategy. In 
2008 it reduced its presence on certain point-to-point routes on the 
domestic market and adjusted its capacity on medium and long haul 
markets. 

•American, British and Iberia will continue to operate as separate 
entities and will step up cooperation in their commercial and 
operating activities in areas such as code-sharing flights, frequent 
flyer programmes, route planning and flight schedules, advertising 
and publicity, revenue management (prices and inventories), cargo, 
sales and IT systems, among others.

This cooperation will benefit consumers, enabling them to fly to 
more destinations in more countries with better and easier 
connections. They will also have access to flight times better suited 
to their needs and an enhanced offer of frequent flyer programmes. 

The joint business agreement will enable all three airlines to cut 
costs and attract new custom, which will help to ease the pressure 
of the soaring oil prices on the prices of tickets. This means that 
they will have more opportunities to invest in their products and 
services and their fleets, which will also benefit their employees and 
shareholders. Furthermore, this agreement will give the oneworld 
alliance greater capacity to compete with other alliances.

American, British and Iberia offer their stakeholders information 
on this agreement on the web site www.moretravelchoices.com , 

which underscores the benefits for shareholders, customers and 
employees of all three companies and where they can sign a 
declaration of support for the application for anti-trust immunity.                                              
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In its short-haul routes, in September 2008 Iberia was forced to cancel 
its flights to Gibraltar owing to insufficient traffic.

The company maintains its policy of increasing its flight capacity to 
common destinations on the domestic market in holiday periods, such as 
during the Easter 2008 campaign, when 26 special flights were scheduled 
between Madrid and the Balearic Islands between 15 and 24 March.

During the second half of 2008, Iberia relaunched the business class on 
its domestic flights, leaving the central seat free to give passengers more 
space and comfort.

With regard to cargo carriage, the Iberia Cargo for 2009 clearly plans to 
offer substantially greater cargo capacity for all destinations in the Canary 
Islands. The company thus expresses its interest in meeting its customers’ 
demand for cargo to and from the Canaries market and the growing 
importance of that market, which already accounts for 16 % of the total 
revenue of the cargo business.

Despite the difficulties affecting the market and sector in 2008, Iberia added a 
new destination, Dubrovnik, increased the frequency of its flights to New York, 
Montevideo, Guatemala and Panama and increased the destinations offered through 
different code-sharing arrangements, especially on the medium and long haul 
markets, as shown in the following table:

Maintenance, repair and overhaul

As a result of the strategy of specialising in activities that create value 
added, adopted by the Iberia Maintenance business in recent years to attract 
new customers, it has achieved a significant growth, especially in 2008, with the 
clinching of the following commercial agreements and contracts:

New Iberia code-sharing destinations added in 2008

+

+
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Of all these agreements, perhaps the most important is the joint venture 
set up by Iberia and Singapore Technologies, owned in equal proportions 
and based in Madrid, to repair the landing gear of aircraft all over the world, 
especially in Asia. Madrid Aerospace Services LTD is expected to be 
invoicing around 40 million euro by 2011 and to provide direct employment 
for more than 100 people and indirect employment for a further 100. It is a 
decisive leap for work with a high value added in a geographical area in 
which Iberia has so far had little presence, and is also very important for the 
Region of Madrid, where the new enterprise is to be based.

ST Aerospace is the aviation division of the firm ST Engineering and the 
largest aircraft maintenance company in the world, with plant in America, 
Asia and Europe.

Handling at airports

The Iberia Handling business continues taking measures to increase its 
competitiveness, secure customer loyalty and attract new opportunities for 
development. As a result of its efforts, Iberia Handling improved its quality 
standards in 2008, both in its rating in the IOSA and AENOR audits and in 
its appreciation by customers, measured through opinion polls, and it 
complies with the requirements of ISO 9001:2000 and the stipulations 
imposed by AENA. 

During 2008, Iberia Handling achieved several new ramp and passenger 
handling contracts with the companies and airports listed below:                                   

+

+
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Among all these contracts, we highlight the new contract signed with First 
Choice Airways , part of the TUI Group, one of the most important tour 
operators worldwide. Other contracts with different companies were renewed 
during the year, for example, Aer Lingus, Czech Airlines, Finnair, Norwegian, 
Transavia, El AL or Iberworld, one of the principal customers of Iberia Handling 
with more than 4,000 flights attended in 2008.

4.2. Meeting the objectives of the 2006-2008 Director Plan and 
drawing-up of the 2009-2011 Strategic Plan

In 2008 Iberia completed the final year of the 2006-2008 Director Plan, 
which, under the premise of growing profitably, was based on the following 
pillars:

Review and optimisation of the network
Enhancement of revenues and quality
Increase in productivity of resources
Reduction of the cost of resources

Seeing that the long haul has progressively gained weight in the network, 
now accounting for more than 50% of passenger revenues, and considering the 
huge attraction of the Business Plus class among customers, the increased 
employee productivity and the success of the cost-cutting measures, excluding 
fuel costs, among others, it may be concluded that the vast majority of the 
strategic objectives set in the 2006-2008 Director Plan have been met.

During 2008, a process of strategic reflection was imposed throughout all 
levels of the company management, culminating in the preparation of Iberia’s 
2009-2011 Strategic Plan .

This process of defining the strategy and objects of the company is 
summarised in the following figure:

As this figure shows, the company integrates stakeholder engagement in 
its strategic management process, such that the information obtained through 
the communication channels established with them is taken into account when 
drawing up the Iberia Strategic Plan. Moreover, each business has a separate 
strategy, aiming to meet the demands and expectations of its specific 
stakeholders.

+

+
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4.3. Risk Management

Iberia takes account of any potential event that could jeopardise the 
achievement of its objectives. The company has a complete Risk 
Management System, through which all risks are identified, assessed and 
controlled systematically. Further information can be found in Section D of 
the Annual Corporate Governance Report.

In accordance with its Corporate Responsibility Policy (see Chapter 1 of 
this Report), Iberia adopts a focus of anticipation to guarantee the 
sustainability of its actions, through integral management of the following 
risks, which form part of the company’s Risk Map:

Reputational: risks deriving from the perception that the different 
stakeholders might have of the company’s actions in the 
performance of its business activities.
Environmental: risks deriving from compliance with current 
environmental laws and any new regulations that may affect the 
company, such as the emissions trading regulations.
Social: risks relating to aspects such as competitiveness of the 
different professional groups within the company, attracting and 
retaining talent and the occupational health of its employees.

The Business Risks Unit in the Internal Audit and Quality Department is 
responsible for internal CR coordination, with the intention of treating 
sustainability as a key future issue, through the management of all risks and 
opportunities deriving therefrom.

Iberia also has several specific areas that deal with the management of 
sustainability risks, which have established different controls described 
elsewhere in this Report.

The Audit and Compliance Committee of the Board is regularly informed 
on the Risk Map and the actions taken in respect of Corporate 
Responsibility.

•

Iberia participates in the Spanish task force for standardisation of the 
ISO 31000 Guidelines on Risk Management, which will foreseeably be 
published during 2009. It is also a member of the CEOE [Spanish 
Confederation of Business Organisations] Social Responsibility 
Commission, which represents Spanish companies in the task force for the 
ISO 26000 Guidelines on Social Responsibility and the State Corporate 
Social Responsibility Council, set up in February 2008 and chaired by the 
Spanish Ministry of Labour and Social Affairs.

4.4. Fraud prevention policies and anti-corruption measures

Iberia’s different internal control systems - budget control, management 
control and auditing - take risks of fraud into account and are set up to 
detect such risks, both internally and externally.

Iberia has been developing procedures to prevent fraud in carriage 
documents since 1991 and pays special attention nowadays to credit card 
transactions.

The company has a Security Committee and a Fraud Prevention 
Committee, which coordinate prevention measures and study any cases 
that may arise, of fraud or other possible unethical or criminal conduct.

The annual internal audit programme contemplates analyses of all 
business units and makes random checks of the company’s territorial 
organisation, taking these risks into consideration during the audits.

FOTO
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Every year, Iberia implements tens of projects of this nature and many of 
them are recognised as innovative by means of independent assessments or 
certifications by different Spanish and international official institutions. In 2008, 
37 of these qualifications as an innovative project were received.

•

•
•

•

•

•
•

•
•

•

4.6. Innovation management

Iberia uses project management to achieve the objectives marked out in its 
current Strategic Plan and, in the long term, to achieve change, which is 
essential for the economic development of the company, satisfaction of its 
customers and professional furtherance of its employees.

Therefore, any project geared at improving processes, resource-saving 
and the quality of services and products developed is, for Iberia, an innovative 
project.

The complex nature of businesses related with air transport makes it 
essential to consider innovation projects from a multi-disciplinary point of view, 
involving different areas of the company in each project and, consequently, 
strengthening cooperation between working teams and gearing towards the 
end customer.

http://grupo.iberia.es/

4.5. Good Governance

The structure and functioning of Iberia’s corporate bodies are based 
on the latest rules and recommendations approved in respect of 
Corporate Governance. As a listed company, Iberia takes the rules and 
recommendations of the Unified Good Governance Code into account in 
its corporate governance practices and reports.

Iberia establishes several mechanisms to guarantee ethical business 
conduct and good governance of the company, including, among others:

Rules of the Board of Directors.
Rules of the General Shareholders' Meeting.
By-laws
Internal Rules of the Audit and Compliance Committee
Code of Conduct in respect of matters relating to security 
markets
Internal Audit Rules
Statute for Company Executives
Collective Agreements and Works Councils
Performance assessments
Suggestion boxes in Intranet / Extranet (IBpróxima), with the 
possibility of sending suggestions anonymously.
Code of Ethics for application of the Global Compact principles 
in IB, published for the first time in 2008-09.

In 2007, the company started up an application in IBPróxima through 
which executives can make online notifications of any purchase and sale 
of Iberia shares, in compliance with the applicable codes of conduct.

The detailed information of Corporate Governance may be consulted 
on the company’s web site  

+
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With regard to corporate responsibility, innovation in Iberia contributes 
towards:

Generating satisfaction and value added for our stakeholders.
Savings in resource utilisation: many projects aim to save water, paper 
and fuel, among other aspects.
Obtaining competitive edge in the performance of our businesses.

The most important sustainability-related projects carried out in 2008 are 
described elsewhere in this Report

4.7. Brand management

The company’s investments in marketing follow the strategy marked out by 
the company and their profitability is analysed regularly, according to pre-
established control procedures.

Iberia constantly monitors the best practices in branding on the market to 
incorporate all those that conform to the company’s Strategic Plan in its 
decision-making processes.

The brand is diversified to distinguish the different business units – Iberia 
Maintenance, Iberia Handling and Iberia Cargo -, the sales and services 
channels - Iberia.com, Serviberia - and the frequent flyer programme – Iberia 
Plus -.

•

•

Iberia Plus, Iberia’s frequent flyer programme, which has existed for 
over fifteen years, has more than 3.5 million members in 230 countries 
worldwide and has 80 associated companies, including 16 airlines, 46 major 
hotel chains, 4 car hire firms, 3 oil companies, 4 financial institutions, credit 
card companies, online shops, property groups and health and safety firms, 
among others. Through this points programme, the Iberia brand has spread 
beyond the aviation sector and collaborates with other sectors, especially 
those related with leisure and tourism; and has crossed the borders of the 
markets served by the company, reaching the entire world through the 
oneworld alliance. The company’s customers can use the points 
accumulated in different ways, even assigning them to finance solidarity 
causes, through the Spanish Red Cross.

Iberia.com is the Spanish web site with the largest volume of sales, 
posting a turnover of  532 million in 2008. During 2008 its largest growth 
was in sales outside Spain, up 17% year on year. It has 44 different 
versions for 44 different countries in Africa, America, Europe and the Middle 
East and is translated into 7 languages.

Information is offered on www.iberia.com on prices, timetables, arrivals 
and departures of Iberia flights, and real-time weather conditions at the 
different destinations to which the airline flies. It also enables customers to 
book hotel rooms, car hire, package holidays, travel insurance, transport 
between airport and hotel, trips and tickets for shows, among other 
facilities.

The oneworld alliance and the airlines belonging to it base their brand 
strategy on a global offer to customers, with special prices for travelling 
around the world.
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www.interbrand.com/images/studies/BSB_RANKING_07.pdf

As regards brand assessment, Iberia considers that external assessment 
offers greater guarantees of unbiased valuation:

According to the study “The best Spanish brands 2007 ”, published in 
February 2008 by Interbrand, the Iberia brand has a value of � 413 
million, 15th in the ranking of Spanish companies and 1st in the 
transport sector.

This ranking is made every two years to assess the medium-term impact 
of the different marketing and business initiatives implemented by 
companies, thus obtaining any variations in the value of the brand. The 
financial projections are for the period 2007-2011. Interbrand has based 
this study on its knowledge of the companies and the industries in 
which they operate and on analyst reports by benchmark investment 
banks, sector studies, market research and public information available. 
The brand valuation method used by Interbrand is a tried and tested 
formula that examines brands from the point of view of their financial 
strength, importance in consumer purchasing reasons and the likelihood 
of revenues from the brand. 
The study underscores that the strategic goals set by Iberia, namely 
long-haul routes and a high-quality Business Plus class, are successful 
in mitigating the effect of fuel prices and competition from low cost 
carriers.
According to a study made by the Carlos III University: “ The image of 
Spain, its Brands and its Companies in the World ”, published in 
March 2008, conducted through 1,225 polls of international executives 
expert in the area of international economics and trade from 33 
countries, representing 92% of the total destinations of Spanish exports 
and direct investment overseas, Iberia is among the 10 most prestigious 
brands, most recognised as Spanish, and leader in the travel sector.

Since 2003, has been an active member of the Association of Well-Known 
Spanish Brands, AMRE   (www.marcasrenombradas.com) , which has more than 
70 well-known leading Spanish brands from different sectors, firmly established 
on an international scale with a vocation of permanence on foreign markets, which 
have joined forces to work on the development, defence and promotion of 
Spanish brands.

Iberia has contributed to the “Made in Spain” initiative of the Ministry of 
Industry, developed by Spanish Ambassador Brands, by publishing a special 
edition of IB Universal, the company’s publication distributed daily on its flights, 
which included an extensive report in June 2008 on Spanish awareness 
worldwide in all aspects: economy, innovation, culture, leisure and international 
presence.

Iberia also regularly promotes Spanish food and wines with Designation of 
Origin (DO) or Registered Geographical Indication (IGP) on its flights and in its VIP 
lounges. As proof of this, the Iberia Business Plus wine collection has been 

awarded the prize Wines on the Wing, organised every year by the US 
publication Global Traveler. In competition with 27 airlines from all over the world, 
Iberia is the first company in the history of these prizes to have managed to rank 
all its wines among the top ten in each category, which helps to promote Spanish 
wine, making customers familiar with its richness and its diversification, both 
geographical and by variety.

Finally, through its Cargo business, Iberia is a member of the Club of 
Spanish Exporters and Investors , which defends the interests of Spanish 
companies in the challenge of making their business international.

-

-

www.clubexportadores.org

(www.marcasrenombradas.com )
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The firms awarded contracts as security and surveillance service 
providers undertake to set limits on the use of force in their activities.

In May 2008, the company updated its DAIC-MA-02 Environment 
Procedure, through which the procurement organisation is including 
increased environmental requirements in the contracting of products and 
services.

5.2. Procurement Management System

The Iberia purchasing management is geared towards achieving the 
company’s goals, regulated by internal rules and procedures and guided by 
the following general principles:

Internal customer satisfaction : Purchases management aims to 
achieve the best supply alternative for the internal customer, 
optimising the ratio of service quality to total cost, guided by 
economic streamlining and transparent management. The company 
makes a homogenous, systematic use of purchase tracking and IT 
systems to assess fulfilment of this goal.
Compliance with the law: Iberia only approves as potential 
suppliers those who comply with prevailing laws, regulations and 
standards on quality, safety and hygiene, labour, environment, tax, 
etc. 
Free competition: Competition between the different suppliers is 
encouraged, accessing the data bases of potential, existing or 
former suppliers of Iberia, its partners and commercial allies and the 
different virtual market places on which Iberia operates. Conditions 
can not be set based on brands or specific models.Confidentiality

Industrial property
Data protection
Labour commitment
Environmental commitment
Global Compact

5. SUPPLIERS

During 2008, Iberia set up a working group  with Caja Navarra, Carrefour, 
Iberdrola, Pascual, Repsol and Telefónica to analyse the role of purchasing 
departments in the development and consolidation of Corporate Social 
Responsibility (CSR)  and extend the responsible policies to their suppliers.

The initiative of extending CSR to suppliers was started up by the Spanish 
Association of Purchases Managers (AERCE), which umbrellas more than 2,000 
Spanish companies.

This working party is convinced that CSR will only be possible if the culture 
of social responsibility is publicised as a value generator in the supply market. 
75% of the expenditure of large enterprises is managed by the purchasing 
departments; hence it is largely up to this department to transmit social 
responsibility to their suppliers, which are generally Small & Medium Enterprises 
(SMEs).

This working group is stressing both the benefit to the reputation of large 
enterprises as they reduce risks through a responsible purchasing management, 
and that obtained by SMEs as they establish bonds of trust with the large 
enterprises that are their customers.

5.1. The value of RC in the supply chain

Iberia encourages all its suppliers to respect the codes of conduct and good 
environmental practices. Thus, when tendering contracts, it includes in both the 
bidding terms and conditions and the contract proper, clauses concerning:  

-

-

-

289



Transparency and Confidentiality : A minimum of three bids must 
be obtained for any purchase/contracting. Moreover, Iberia has 
electronic negotiation tools to guarantee these principles. All 
internal information on suppliers and contracts is kept strictly 
confidential.
Caution: The company takes the necessary measures of care, 
diligence and protection whenever there is any kind of relationship 
or bond between an employee of the company and the entity or 
individual bidding for a contract, especially as regards negotiation 
and choice of the supplier.

The Quality Management System of the Iberia Purchases Department 
has been certified under the ISO 9001:2000 standard since 2007.

Its Quality System includes the claims procedure describing the system 
employed by this Department when dealing with claims from internal 
customers following incidents in the service provided. To centralise the 
monitoring of suppliers and expedite the solving of incidents, in 2008 the 
Purchases Department received claims from customers through the 
Incidents Portal . From IBPróxima an internal user can rapidly and simply 
report any incidents that occur during the fulfilment of a contract, in the 
supply of an order or in the performance of a service. 

FOTO

5.3. Payment process tools

According to the control procedures established, Iberia pays its 

invoices within no more than 90 days after receipt.

Iberia’s financial strength guarantees payment of the products and 

services contracted and supplied to the satisfaction of the company.

In 2008, Iberia continued implementing its e-invoicing project, the 

main aim of which is to speed up the invoicing processes of its suppliers 

and set up another communication channel with them. This project also 

achieves major savings in administrative material : paper, envelopes, 

etc., with the consequent benefit for the environment, and savings in 

management time spent on improving processes, for both Iberia and its 

suppliers. 

5.4. Specific relationships within airlines industry

As commonly occurs within the aviation industry, Iberia has a fluent 

relationship with the manufacturers of aircraft, engines and components  for 

its fleet and that of third parties, through its maintenance and engineering 

business.

Iberia provides a wide variety of new and used aircraft and engine 

components at its maintenance installations. Sharing the same resources, this 

business is in a position to become the most adequate alternative supporting 

spares and replacement components.

Iberia reports to the OEM - Original Equipment Manufacturer - any incident 

or irregularity occurring during maintenance or flight activities, which is studied 

to define all aviation safety-related aspects that might be recommended for the 

entire industry. Iberia also analyses the life cycle and performance of its fleet 

with the manufacturers.

-

-

290



In the handling business, Iberia has a very close relationship with the airport 
authorities at the airports at which it operates as handling agent, especially with 
AENA, since Iberia is present in almost all Spanish airports. The complex nature 
of ground handling services requires permanent coordination between Iberia and 
AENA to achieve the satisfaction of the users of air transport.

6. EMPLOYEES

In accordance with its Corporate Responsibility Policy, Iberia incorporates 
and contemplates respect for human rights in its operations, based on the 
standards established in the Universal Declaration on Human Rights, the 
eight Core Conventions of the International Labour Organization  and the 
United Nations Global Compact .

Iberia seeks to achieve the maximum furtherance of its employees and to 
generate the necessary climate of confidence to face the changing needs to 
which the company is exposed and favour the integration and relationship of 
individuals working in it.

6.1. Workforce and labor relations

The composition of the Iberia workforce at 31 December 2008 is shown 
below:

The company has employees in practically all the countries to which its 
commercial network extends. The distribution of employees by countries is 
shown in the following map:

+
+

+
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Union representation

The total percentage of union affiliation in Iberia in December 2007 was 
as follows:

Iberia has two committees (Ground Staff Inter-Workplace Committee 
and Flight Committee) which maintain continuous relations with the unions. 
It also has a Health and Safety Inter-Workplace Mixed Committee, 
consisting of 12 members, 6 elected by the Ground Staff Inter-Workplace 
Committee and the other 6 by the company, and a Flight Health and Safety 
Committee, consisting of 8 representatives from the Flight Committee, 
which deal with issues concerning occupational hazard prevention.

Iberia also has a Social and Economic Watchdog Committee, with union 
representatives, which addresses, among others, issues concerning the 
social responsibility of the company.

The company guarantees and improves on the terms stipulated in 
applicable national union legislation through collective bargaining.

The ground staff union representatives sit on 20 Workplace Committees 
(works councils) nationwide, and a further 16 workplaces have workers’ 
delegates. Internationally, Iberia has workers’ representatives in 40% of the 
countries in which it has employees.

The union representation for the flight staff (Pilots and Cabin Crew) is 
structured through a single Flight Committee with a total of 33 members, 10 
of whom represent the technical crew and 23 represent the cabin crew.

Collective Agreements 

The Iberia Management and the unions CC.OO. and UGT signed the 
XVIII Collective Agreement for Ground Staff  in July, applicable from 1 
January to 31 December 2008, contemplating a pay rise above the CPI and 
productivity/ flexibility measures to facilitate management in all areas. The 
Ground collective agreement affects more than 70% of the company’s 
headcount.

The Bargaining Committee for the XIX Collective Agreement for 
Ground Staff was formally set up on 24 November 2008, when the 
representatives of both parties, company and employees, mutually 
recognised their capacity to negotiate that agreement.

The Bargaining Committee for the XVI Collective Agreement for Flight 
Assistants was set up on 29 September 2008, although the XV Collective 
Agreement for Flight Assistants was extended to 31 December 2008.

The Bargaining Committee for the VII Collective Agreement for 
Technical Crew was set up on 19 September 2006, since the previous 
agreement expired on 31 December 2004. The bargaining of the VII 
Collective Agreement was conducted throughout 2008 and a Preliminary 
Agreement was reached with the Union Section of SEPLA in early 2009, 
pending ratification by the Assembly of Pilots once the Articled Text of the 
Collective Agreement has been finalised. It will be applicable from 1 
January 2005 to 31 December 2009 and contemplates pay rises for each of 
the effective years, productivity measures, customer protection and 
employment protection, as well as the conditions for extending flight 
activity between the ages of 60 and 65 years.

On an international level, there are collective agreements  in the 
following countries: Argentina, Austria, Belgium, Brazil, Chile, France, 
Germany, Greece, Israel, Italy, Mexico, Netherlands, Portugal, Senegal, 
Sweden, UK, Uruguay and Venezuela. 

+
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Employment

Iberia has a single online access point –IberiaEmpleo-  for handling job 
offers, made available so that anyone interested in working for the company can 
send in his/her CV and be a candidate for filling possible vacancies:

The company continues applying the two Redundancy Plans 72/01 and 
35/05, which were extended by the Spanish labour authorities in 2007 up to 
December 2010 and December 2014, respectively. The maximum number of 
redundancies was set at 1,074, under the terms of the second plan 
mentioned. Redundancy Plan 72/01 is voluntary for employees and has been 
widely accepted since its approval.

During 2008, following the awarding of handling licences in 2006, the 
company lost a further activity at some network airports, which has been 
resolved where other companies have been awarded the licences by applying 
the measures contemplated in the Handling Sector Collective Agreement, 
regulating subrogations to the companies that obtained the new licences. 
The company has also signed joint venture agreements in Barcelona, 
Lanzarote and Fuerteventura.

6.2. Satisfaction, internal communication and motivation

Employee satisfaction is mainly channelled through the suggestion 
boxes available in IBPróxima , through which employees can express any 
observation, remark or concern, even anonymously if they so wish. These 
suggestions are mostly answered in less than 24 hours , and those 
considered important are published monthly , together with the replies 
offered by the responsible management departments. During 2008 the 
company started to make regular polls through IBPróxima to find out its 
employees’ opinions on matters of general interest , many of them related 
with the meeting of their expectations in connection with the services offered.

Employees are informed on Iberia’s goals and results  –strategic plan, 
stock exchange performance, punctuality details, significant milestones, etc.– 
permanently through IBPróxima, daily on the company’s notice boards and 
monthly through the magazine Iberavión.

https://portal.iberia.es/iberiaEmpleo/

Job stability is increased through the company’s collective agreements and 

the turnover of temporary employees is reduced. In fact, the company has one 

of the lowest staff turnover rates among Spanish large enterprises.

During 2008, 266 temporary contracts were converted into non-term 

contracts, especially in the flight attendants group, with 44 new non-term 
contracts.
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A new design of the home page of IBPróxima  was launched in 2008, 
incorporating new functions, some of them as a result of suggestions 
received through the suggestion boxes, such as:

New functions of the corporate web mail.
Language tools: English dictionary, most frequent grammar 
consultations and aviation glossary, with the possibility of including 
new terms.
New tool for the notice board.
Rules Section: incorporated on the home page, this offers in a 
single access point all rules, regulations, instructions and guidelines 
published by the company.

Moreover, some of the IBPróxima’s contents have been adapted for 
PDA, such as news on the company and sector, or the service “Who’s 
Who”, through which the telephone number, e-mail and location of any 
employee in the company can be obtained.

Practically all employees have a corporate e-mail account:  
employees who do not have a computer at their work station are offered the 
possibility of requesting and obtaining a personal e-mail account, which 
they can use from home by entering IBPróxima.

Iberia has established a staff recognition system for all its employees, 
based on individual or group suggestions and recognition of extraordinary 
actions. To stimulate creativeness and individual and group efforts and as a 
basic factor in continuous improvement, reward is given for the profitability 
obtained as a result of a proposal for improvement. Recognition ranges 
from being congratulated by the Acknowledgements Committee to 
economic prizes, which totalled 71,411 euro in 2008, with 92 employees 
rewarded for 40 suggestions. 2008 was one of the years with the highest 
level of suggestions made.

The company uses several forms of incentive  through different variable 
pay items added to the salary, regulated by collective agreement and 
rewarding employee productivity: bonuses for attendance, shift work, 
duties, etc. The levels of progression and promotion are linked to the 
Performance Assessment, made regularly. There is a profit-sharing system 
linked to the ordinary annual income of the company, applying a series of 
percentages that vary according to that income. In 2008 33 million euro was 
paid out as incentives, double the amount paid in 2007.

The company has a policy of filling vacancies in senior positions, i.e. 
positions of responsibility, including executive levels, through internal 
promotion. Although the candidates are often previously identified and 
prepared through the Professional Furtherance Plans described in the 
following section, the company regularly calls for internal applications to 
select employees with profiles best suited to the positions to be filled.

-
-

-
-
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6.3. Training and Development

Iberia’s training model is based on the need for specific qualifications 
for the sector that are not readily available on the market and for which 
there are often no specific training centres.

In the company’s opinion, training is the best tool for giving people the 
competence (knowledge, skills and attitudes) required. The training is 
designed to do their work better, increase their productivity and capacity to 
respond to the challenges arising in the business.

The contents of training are not only geared to developing skills 
associated with a particular job, but also to fostering future professional 
furtherance and alignment with the company’s strategic objectives, placing 
special emphasis on training for the following:

Customer service
Incorporation of new technologies
Development of language skills
Health and safety
Commitment to quality and excellence in management
Protection of the environment and human rights

In 2008, Iberia started up Campus IBERIA , a platform for staff training, 
where new generation multimedia courses are available to acquire essential 
knowledge of the business.

This e-learning platform is easy to use for both students and teachers 
and guarantees a more accessible training, together with active 
communication through the different tools such as forums or e-mails.

These on-line courses offer numerous advantages, especially flexibility 
in time and location and the ample accessibility for employees, resulting in 
optimisation of the training resources.

Integration of education and business

Iberia has agreements with several Spanish and international 
universities and training institutions, offering to collaborate with the 
government and academic institutions to implement the educational 
system, both by adapting vocational training modules specifically for the 
air-traffic sector and by offering undergraduates, graduates and vocational 
training students an opportunity to acquire work experience.

The main objective of the Graduate Work Experience Programme is to 
adjust incorporations into the management and engineers group to the 
demand of the different areas of the company according to the Strategic 
Plan. It also helps to detect graduates with potential, candidates for 
Qualified Staff Development Plans.

The Graduate Work Experience Programme was started up in 1996 and 
over 600 people have joined the management and engineers group so far, 
both through internal promotion and from outside, through postgraduate 
scholarships.

Iberia also facilitates academic training for employees who are studying 
for official qualifications, granting Individual Training Permission to enable 
them to attend the corresponding commitments, releasing them from work 
so that they can study or go to exams.
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According to the MERCO PERSONAS 2008 report, which carried out 
some fieldwork in March and June, interviewing some 1,000 university 
students, Iberia is among the 10 most sought-after companies for 
employment, along with Microsoft, BBVA, IBM, Sony, Coca-Cola, Iberdrola, 
Santander, Repsol YPF and La Caixa.

Attraction and retaining of talent

Iberia is constantly talent-spotting, both internally and externally, 
considering talent to be one of the critical factors for guaranteeing the 
company’s competitiveness.

The company has established different selection protocols and 
competence profiles to detect the professionals with the greatest potential 
in the company. Once spotted, those professionals receive support through 
Personal Training Programmes, Continuous Assessment and Vocational 
Development and Succession Plans, through which talent is channelled 
towards the required field of technology or management, in the latter case 
within specialised leadership development programmes designed to 
guarantee a smooth take-over of all key management and executive 
positions at all times, having professionals capable of applying their talent 
to the circumstances required from time to time for the company’s 
business.

During 2008 the following specific vocational development plans were 
carried out:

IV Development Plan for future airport managers:
This Plan, prepared jointly by the Human Resources Management 
and the General Management of Airports, aims to develop the 
management and leadership skills and expertise needed to hold in 
the future positions of responsibility required in the current situation 
of the handling business.
The development programme works especially on essential skills 
and abilities such as: leadership, team work, communication, 
negotiation or achievement of objectives.

II Development Plan for future in-flight service managers:
This Plan aims to anticipate the needs of the In-Flight Service 
Management and prepare a group of chief flight attendants who are 
able to take on that responsibility at any time. The programme 
consists of a theoretical part, during which they acquire the 
necessary knowledge of the different management areas and a 
practical part consisting of on-the-job training, to consolidate what 
they have learnt and become familiar with the duties to be performed.
Development Plan for Commercial Managers:
This Plan aims to prepare future managers of the Commercial 
Agencies of Iberia, so that they can adequately perform their 
commercial duties, coordinate operations and represent the company 
in the countries in which it operates.

As a result, Iberia has the best professionals in the sector, by tradition 
and vocation, with internationally recognised levels of qualification and 
specialisation.  

As proof of this, two major collaboration agreements were reached during 
2008:

The Instituto de Empresa Business School  and Iberia signed a 
framework agreement to include the Iberia Case in the executive 
training programmes run by this prestigious business school, as an 
example of a successful company capable of anticipating and 
adapting to the major changes that have occurred in its sector. The 
project has arisen out of the common interest of both parties in 
boosting activities in the area of executive training and development. 
The business case on Iberia focuses on the company’s strategy, 
covering numerous management areas, such as Commercial Policy, 
Businesses, Human Resources, Operations and Corporate Social 
Responsibility, among others. This agreement also contemplates the 
joint development of training, research and dissemination activities.

-

-

-

-
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mIBillete.free is the employees’ ticket portal, included within IBpersonas. 
Through this portal, it is possible to self-issue tickets, consult their tax 
repercussion, availability and even exchange rates or expenses by countries 
in the case of duty trips.

As an especially innovative project, in 2008 the company developed a 
Human Resources Management ERP –Enterprise Resources Planning– 
system, within IBPersonas, which is optimising the information in the data 
bases and enabling simplification of the processes for personnel 
administration, payroll and employee professional records.

Maintenance training agreement with AIRBUS , to run practical 
courses for Aircraft Maintenance Engineers. Iberia is thus one of the 
first airlines in the world, and the first in Europe, to form part of the 
Airbus Maintenance Training Network. In order to fulfil its part of the 
agreement, the company has purchased a system called Aula 
Airbus [Airbus Classroom], with which students can simulate 
maintenance actions and check the performance of aircraft after 
repair. This agreement is a magnificent opportunity for Iberia, 
offering it the possibility of meeting new training demands by other 
companies. It has been performing this important task for several 
years, which proves the prestige of the company’s Maintenance and 
Engineering business.

Iberia also gives training to third parties in the handling, cargo, 
operations, in-flight services and commercial areas, especially to 
companies with which it has service contracts.

6.4. Employee Web Services: IBPersonas

IBPersonas is a personal management tool through which employees 
have permanent access to an ever-growing quantity of administrative and 
management information, on a self-service basis. It is divided into small 
channels, including especially those of training and furtherance  
–management of employee training and access to CAMPUS Iberia–, 
employment -access to information on job vacancies, to be filled internally 

and/or externally-, employee self-service  –performance assessment, 
wages & salaries, donations to charity causes deducted directly from salary, 
etc.–, mIBillete.free –self-issuing of tickets for employees–, occupational 
hazard prevention –access to documents on hazard prevention, 
participation and consultation, FAQ’s, etc.–, information –calendar of 
working days and public holidays, collective agreements, etc.– and 
management services for senior staff.

-
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The crew communication and information channels were also 
considerably enhanced in 2008, all available through IBPróxima > Crew 
Services:

In June, a multimedia information system was started up to supply 
practical information to both technical crew and flight assistants, 
through different screens located in the corporate areas of Barajas, 
showing real-time information  on the location of aircraft, state for 
boarding, signing-in of crew and any incidents affecting flights, as 
well as general messages or messages for the crew of specific 
flights.
Through Canal OPS, Pilots can consult any new messages in their 
virtual pigeonholes, graphs of monthly flights against fuel 
consumption and CO2 emitted, the difference between fuel 
programmed and consumed together with the price of fuel and, 
finally, the punctuality rates for the current week . They can also 
find videos, real-time satellite images of the weather conditions and 
news on a variety of subjects.
Flight attendants have Canal DSB, which offers videos, circulars, 
reports, presentations, news and last-minute announcements, as 
well as weather information for the destinations where they are to 
spend the night.
Also during 2008, the in-flight service management introduced the 
tool IOS - Chief Flight Attendant Operating Information -  , which 
brings together in a single computer document the operating 
information for all the flights in a rotation, which makes it easier for 
chief flight attendants to manage those flights.The IOS contains the 
crew list, the anticipated load factor, the corresponding service 
sequence, possible special services and rules applicable in the 
destination country, and logistics information: overnight hotels, 
airport-hotel-airport distances, stopover details, Iberia contacts, 
etc.

6.5. Ethics and Codes of Conduct

In 2008, Iberia made considerable progress in the ethics guiding its 
employees’ conduct, with the publication of a Code of Ethics for 
application of the Global Compact principles, a Code of Conduct for 
travelling on Iberia flights, and a Guidebook of Good Practices for the 
use of new technologies .

The Code of Ethics adapts the Global Compact principles to the 
company’s culture, through the employees’ undertaking to respect a set of 
rules based on the following principles:

1. Non-discrimination
2. Customer service
3. Ethics and legality
4. Confidentiality and interests
5. Health & safety
6. Environment
7. Responsible use of assets 
8. Communication of ideas for improvement
9. Collaboration with colleagues
10. Efficiency and reconciliation of personal life and career

The Code of Conduct for ID (Industry Discount) Passengers on Iberia 
flights is not only applicable to current employees, but also to other 
beneficiaries who, having some kind of relationship with the aviation 
industry, are entitled to purchase Iberia tickets at a discount. This Code has 
been drawn up in view of the importance of the overall perception of 
customers during their travel experience and regulates the conduct that 
should be observed or avoided in all stages of the journey.

-

-
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The company has published in IBPróxima a Guidebook of Good Practices in 
the use of technologies, such as e-mail, mobiles, internet security outside the office 
and the treatment of spam while on holiday. It contains brief, very useful advice for 
learning to surf the web faster, economise in use of the mobile and make sure no 
intruder accesses employees’ personal mailboxes.

All these new rules and guidelines are added to the numerous rules for conduct 
and ethical recommendations that already existed in the company, such as the 
Disciplinary Rules established in the Collective Agreements, the Code of Conduct in 
respect of matters relating to security markets, or the Guidelines for Dealing with 
Customers.

6.6. Equality opportunity and diversity

As established in the Collective Agreement for Ground Staff, on 13 March 2008 
the company set up an Equality Committee, consisting of representatives of the 
Management and Unions signing the collective agreement. After diagnosing the 
situation within the company, this Committee will, if necessary, draw up an Equality 
Plan in pursuance of Organic Law 3/2007 for effective equality between men and 
women. This diagnosis has been commissioned to an external consultancy and 
preliminary studies were carried out during 2008.

In 2008, 509 employees had senior positions within the company, 161 
of whom were women, 10.3% more than in 2007.

In accordance with the different collective agreements signed, the 
salaries of men and women are equal in Iberia, being established according 
to rank, seniority and position, with no distinction on grounds of sex, race 
or any other discrimination. 

As regards diversity, the company has a policy of hiring local personnel, 
such that, apart from a few essential positions within the structure of some 
management areas, which are held by people sent from Spain, almost 900 
employees of the company are nationals of the countries in which Iberia 
operates as a multinational.

+

+
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Iberia’s Prevention Plan stipulates that whatever resources may be necessary to 
alleviate adverse situations for the health and safety of its employees shall be applied 
regardless of the approved budgets.

Rule SH-205 establishes how to proceed in cases of workers who, due to 
permanent or temporary personal circumstances, are especially sensitive to working 
conditions.

The company takes account of the risks that employee’s work may 
entail for pregnancy and breastfeeding, especially among the flight groups, 
permitting different possibilities for reducing working hours, temporary 
suspensions of contract and the processing of benefits, all regulated by 
collective agreement.

The latest uniform of the company has taken into account all the 
features of its employees, with a specific garment for pregnant employees.

6.8 Health and safety at work

Iberia has its own Prevention Service  to promote Occupational Hazard 
Prevention and provide counselling on this matter to the entire company. 
This Service has Senior Occupational Hazard Prevention Officers covering 
the four disciplines of prevention: Safety at Work, Industrial Hygiene, 
Ergonomics and Psychosociology and Industrial Health.

6.7. Work and family reconciliation policies

Reduced working hours for legal custody have been applied within the 
company to promote childbirth and protect maternity, paternity and care of 
the elderly. The following table shows the numbers of employees who took 
up these benefits during 2008:

The general managements for maintenance and airports have established 
the figure of the Occupational Hazard Prevention Coordinator  in their 
organisations, to promote and monitor the practical implementation of 
Prevention in their respective areas of competence. Contact between these 
persons and the Prevention Service is continuous and very close.

In Iberia there are 21 Health and Safety Committees , with 83 Prevention 
Delegates distributed among the different workplaces, and a further 16 
Delegates in workplaces which, because of their size, do not have a Works 
Council, covering 100% of the employees. There is also an Inter-Workplace 
Health and Safety Committee, with 6 Prevention Delegates.

IBPersonas has a specific channel  for occupational hazard prevention, 
containing necessary and useful information for all employees:

+
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•

Iberia improves the scope and contents of its occupational hazard prevention 
training every year. 

It also participates in the public vaccination programmes established 
by the Health Authorities, including the flu jab campaign. 

Recording and notification of occupational accidents:
The entire process concerning occupational accidents is 
conducted in accordance with rule SH-400, which specifies the 
participation of each agent (management, affected employees, 
prevention delegates, prevention service, personnel units, among 
others), the documents to be completed and how they are to be 
kept.
The Prevention Service has a computerised system for global 
management, connected to the company’s data bases, to which 
the different parties involved have access according to their 
authorisation level, in turn complying with the applicable data 
protection legislation.
The lowering of the accident rate was confirmed in 2008 in all 
areas of the company, 10.7% down on 2007. The seriousness of 
accidents at work was also reduced by 1% on the previous year. 
These trends show that the measures taken in respect of 
prevention are adequate, encouraging the company to continue 
along the lines defined in the Prevention Plan.

Principal occupational hazard prevention actions in 2008:  The 
intense preventive work was further improved during the year with 
the following new actions:

Skeletal muscle disorder prevention campaign:
Iberia launched an awareness campaign in 2008 to prevent these 
injuries, which are behind a large part of absences for sick leave 
within the company. 

•

The Prevention Service has set itself the target of ensuring that all 
employees have sufficient information to prevent this type of 
disorder. During the campaign, which will continue up to September 
2009, the company will tackle aspects such as knowing what 
causes these injuries and how to prevent them, parts of the body 
that are most vulnerable in each activity, etc.
The most serious skeletal muscle disorders are produced during 
baggage loading and unloading operations. Iberia is on an Ad Hoc 
Committee together with the Ministry of Labour and Social Affairs, 
AENA and the unions CC.OO and UGT, which is taking measures to 
provide the loading and unloading bays with mechanical elements 
to reduce risk exposure in manual handling.
Agreement for medical assistance to be provided by INTER 
PARTNER ASSISTANCE during travel outside the employee’s 
country of residence: This is applicable to duty trips of all Iberia 
employees (ground and flight staff and local employees abroad), 
offering a 24-hour service. The company provides meticulous 
xxxxxx
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information to employees who have to travel to destinations where 
there is a health risk.
Course on Assisting passengers with reduced mobility in the 
cabin.
Availability of new Occupational Hazard Prevention 
Specifications on: features of the equipment installed in rest 
rooms/refreshment areas, characteristics of a single-level desk, 
recommendations for pregnant, post-natal and breastfeeding 
employees.
Changes in rule SH-402 "Work on fuel tanks" , owing to the 
updating of benchmark limits.

6.9. Welfare assistance and benefits

Iberia has a specific department that defends employee welfare 
assistance, covering a broad array of needs generated by the different 
groups of employees, both flight and ground staff. Apart from other duties, 
the Welfare Action and Management Unit , operating under the 
Occupational Hazard Prevention Section, deals with individual problems 
and issues, proposing the most adequate solutions in each case.

Some of the most important assistance given in 2008 included:

Parallel to this, the welfare benefits offered by the company include: 

+

+
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IBERIA Employees Parents of Disabled Children Association – APMIB.

•

•

•

Set up in 1977 by company employees with children with special 
needs, this association focuses its activities on the protection and 
social integration of physically, mentally or sensorially handicapped 
children.
Twenty years later, in 1997, the APMIB Foundation  was set up the 
protection and the social and educational assistance of the 
handicapped. The Foundation promotes and manages homes and 
other centres for the disabled, whether orphans or in a situation of 
neglect, whatever their age. It also organises several training 
activities and promotes research to improve the lives of people with 
special needs.
It has become the second largest association for the disabled in 
Spain, after the ONCE [Spanish Association for the Blind], with six 
specialist centres in Barcelona, Madrid (2), Malaga, Las Palmas and 
Tenerife. Its work is no longer limited to relatives of Iberia 
employees, but is open to the whole society. 
It has a team of 140 professionals, including psychologists, doctors, 
social workers and support personnel, who assist more than 1,200 
handicapped persons .
It has six Special Employment Centres, which provide employment 
for 597 people. Their main occupations are the manufacturing of 
textile products, packaging & labelling, etc., computing and 
administrative coordination services.
It has been supported by the company from the outset, with 
monetary contributions and work contracts. Approximately 41% of 
its turnover is obtained on sales to Iberia. 
Apart from work for Iberia, the APMIB centres perform activities and 
provide services for almost 60 companies, including Air Nostrum, 
AENA, Gate Gourmet and Renfe.

www.montepioloreto.com

The company and each employee (at 50%) make monthly contributions 
through their salary to the pension scheme , handled by Mutualidad 
Montepío Loreto , set up as a private pension and welfare institution in 1970 
by the workers in the aviation sector. This non-profit organisation is 
authorised to operate as a fund and pension scheme manager under Act 
30/95, on the Regulation and Supervision of Private Insurance Supplementing 
the Public Pension System. It has more than 27,000 members, 9,000 
pensioners and manages a fund that currently stands at over 1,200 million 
euro. 

Loreto is an independent institution, unrelated to any financial group, so 
its investments are made exclusively to obtain the best, most secure benefits 
for its members. It operates under a system of Individual Capitalisation, 
which means that the contributions made by the members are used to 
finance the benefits of each one and that the distribution of profit is equal for 
all participants.

6.10. Corporate citizenship

The Iberia employees participate in numerous volunteer activities, 
receiving logistic and economic support from the company.

The solidarity initiatives undertaken by employees for several years now 
have given rise to the creation and development of two Associations, which 
have not been declared Public Utility Associations and are among the most 
important in Spain:
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Mano a mano

• This NGO was founded in 1994 by Iberia employees to use the free 
space in the bellies of company flights to send humanitarian aid to 
countries hit by natural disasters or wars and deliver that aid without 
middlemen, i.e. “hand to hand” (“Mano a Mano” in Spanish).
Since its creation it has sent more than 2,000 tonnes of humanitarian.
It brings children, together with their families, to Spain for specialist 
medical attention. Once in Spain, Mano a Mano provides them with 
accommodation and anything else they may need.
It also manages all sorts of aid projects in developing countries.
Iberia donates air tickets and cargo space to Mano a Mano.

•

One of the Iberia initiatives to encourage volunteer work 
among its employees is the organisation and publication of the 
Christmas Solidarity Campaign , run every year, the aim of 
which is to raise funds to finance solidarity projects. This 
Campaign involves considerable effort to organise an auction 
through IBPróxima and a tombola, in which current employees 
and suppliers work free of charge. 

The last communication campaign was more intense than 
ever. Passengers were informed of the project in November in the 
Iberia Solidarity section of the in-flight magazine Ronda Iberia, 
and employees were informed through the internal magazine 
Iberiavión, with the novelty of “zero article”, through which direct 
donations could be made from 1 � . 

Iberia’s social activity, which complements its solidarity and labour 
responsibility actions, also extends to areas such as leisure, sport and culture. 
Club IBERIA and the Iberia Veterans Association  are particularly active in this 
area. 

The Veterans Association  was founded in 1972, has 8 delegations in 
Spain and finances all its activities with the membership fees of over 
7,000 members, in 51 national meeting points and more than 20 abroad. 
The services provided and activities organised by this Association are 
aimed primarily at members on retirement, disability or widowhood 
pensions. The activities organised are mainly cultural, touristic and 
recreational. .

•

Club IBERIA is a non-profit association that aims to promote leisure 
and sports activities among company employees and their families, 
thereby fostering values such as the family, solidarity and teamwork. It 
currently has over 10,000 members and 12 delegations nationwide. 

•

Some 100 suppliers collaborated in the 2008 Campaign, with an impressive 
participation by employees, including more than 30 volunteers  who helped 
with the organisation and running of the event.

The Iberia employees also participate every year in the Blood Giving 
Campaign organised by the company together with the Transfusion Centre in 
the Community of Madrid. A total of 166 donations were made in the January 
2008 campaign. The Transfusion Centre expressed its gratitude to the 
employees who cooperated in this important philanthropic action.
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6.11. Employment of disabled workers

In pursuance of the Disabled Persons Integration Act no. 13/82, Iberia 
must hire a number of disabled workers equivalent to no less than 2% of 
its headcount. Owing to the company’s complex productive nature, 
making it especially difficult to incorporate disabled workers in a sufficient 
number to meet the reserve quota, and under the Tax, Administrative and 
Welfare Measures Act for 1998, Iberia has endeavoured to meet its legal 
obligation through the alternative measures regulated by Royal Decree 
364/2005 of 8 April. These measures include commercial contracts with 
Special Employment Centres and donations and sponsorships in favour of 
Public Utility Associations. 

In this regard, Iberia has signed numerous commercial contracts with 
the APMIB Special Employment Centre for the provision of services 
complementing its business activities and makes cash donations to the 
aforesaid Association.

Iberia also does deals for Mano a Mano and Cáritas , through 
donations in cash and/or in kind. These NGOs have also been recognised 
as Public Utility Associations.

Therefore, in 2008 the quota established in respect of the total 
headcount was 474 persons , met through:

The Club Iberia budget is funded mainly with the membership fees and 
an annual contribution from Iberia, which was � 77,230 in 2008. The 
company also provides premises for the Club’s offices and facilitates 
internal communication for all employees through IBpróxima.

On 23 June, thanks to an employee initiative, the relics of St. Teresa of 
Jesus, were taken from Madrid to Ecuador on the Teresa of Avila aircraft  
and stayed there until 18 August, when they ended their first pilgrimage in 
that country. The company’s sensitivity made it possible for the plane that 
bears her name to take the relics of this Doctor of the Church and Patron 
Saint of Missions from Spain to Ecuador.

Club IBERIA collaborates in the participation of Iberia teams in the 
Raider’s Trophy. In the XVII Edition of "Raiders, the Corporate 
Challenge”, held on 23-26 October 2008 in the province of Segovia, the 
two Iberia men’s teams came 1st and 2nd in the general classification 
between companies. The third team, with three men and three women, 
was 1st in the category of mixed teams and 6th in the general 
classification.
Team work and bettering oneself are two constant features in all the 
Raiders events. Employees from practically all areas of the company 
participated in the three Iberia teams, each consisting of six members. 
This mixture of people and departments has, once again, served to give 
an example of comradeship, enable them to get to know one another 
and strengthen the ties between them.

Another of the cultural initiatives promoted by the company with the 
voluntary participation of employees and veterans is the Collection of 
objects from the history of Iberia . All objects donated will be included in a 
museum representing the 80 years’ existence of the company, where anyone 
can admire these souvenirs with a high sentimental value.

•

305



7. SOCIETY

Iberia bases its social action strategy on supporting solidarity 
organisations, mainly through the provision of its regular services, such as 
transporting passengers requiring some kind of aid and assigning 
space in the bellies of aircraft for transporting humanitarian aid . 

The company has a control system to manage its contributions, 
enabling continuous assessment to adjust Iberia’s social actions to the 
established strategy. The company is committed in this regard to achieving 
the Millennium Development Goals .

The company is also a member of several associations and foundations 
that carry out work relating to Corporate Social Responsibility. 

7.1. Main collaborations

Employment of disabled persons : the company has provided direct 
employment for a total of 257 disabled workers  in 2008.
Commercial contracts with Special Employment Centres : A total of 
� 3,863,450 was invoiced under these contracts in 2008. This amount is 
equivalent to 178 workers .
Donations and Sponsorships : in 2008, the donations in cash and in 
kind made to the two above-mentioned associations totalled 679,890 � , 
equivalent to 63 workers. This sum is itemised as follows:

Therefore, the number of disabled persons employed by Iberia, directly or 
through alternative measures, totals 498, exceeding the reserve quota by 24 
workers.

+

+
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7.2. Millennium Development Goals

Iberia gears its social action to contribute, directly or indirectly, towards 
achievement of the Millennium Development Goals, through contributions of 
cash and resources to social action projects. The main collaborations are 
summarised in the following table, classified according to the goal to which 
they contribute: 

+

+

+
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“2015: A better world for Joana” is an initiative of the Corporate Reputation 
Forum, to which Iberia belongs, to back and publicise the Millennium 
Development Goals outlined by the United Nations in 2000, with the aim of 
achieving a better world, setting the time horizon of 2015. With this project, Iberia 
contributes to publicising the Goals and stimulating awareness among its 
stakeholders. 

During 2008, an intense communication campaign was run to present the 
second and third goals: Achieve universal primary education and Promote 
gender equality and empower women . Both goals have been publicised through 
internal and external media, on posters put up in the workplaces, IBPróxima, In-
Flight video, Iberia Universal and the magazines Iberiavión, Excelente and Ronda 
Iberia, apart from announcements in other publications such as Woman and Viajar.

www.2015unmundomejorparajoana.com

+

+

+
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7.3. Participation in associations and foundations

Corporate Reputation Forum

The Corporate Reputation Forum (fRC) was founded in September 
2002; its members are currently eleven major Spanish enterprises: Grupo 
Agbar, BBVA, Repsol YPF, Telefónica, Abertis, Ferrovial, Gas Natural, 
Iberdrola, Iberia, RENFE and Metro de Madrid , wich represent an inter-
sector group of large enterprises present in more than 100 countries, with 
over 830 million costumers and human team of almost 700,000 
employees.

The V Anniversary of the Corporate Reputation Forum, a place of 
encounter, analysis and spreading of trends, tools and models of 
corporate reputation management, was held at the Repsol YPF offices in 
Madrid on 11 February 2008.

The chairman and secretary of the fRC are rotating positions, such 
that different member companies hold these positions each year.

In 2007 and 2008, apart from continuing to promote achievement of 
the Millennium Development Goals, the fRC has participated in major 
collaboration projects with international institutions, developed the 
Reptrak project to measure corporate reputation, set up the Reputation 
Forum in Mexico and participated actively with the London Benchmarking 
Group (LBG) Spain, a task force that adapts the LBG standard to Spanish 
companies to measure their commitment to the community. The LBG 
methods can be used to structure companies’ actions in the community, 
quantify them and measure the impact they have on both business and 
society.

All the fRC companies have signed the Global Compact initiative of the 
United Nations, which aims to ensure that companies act as driving forces 
of corporate responsibility policies in the countries in which they operate. 
More information on the Global Compact in Chapter 1 and annexes of this 
Report.

www.reputacioncorporativa.org

www.empresaysociedad.org

The interest of the fRC in reputation derives from its conviction of the 
impact of reputation as an element generating value for companies, their 
stakeholders and, in short, society.

Business and Society Foundation

The Business and Society Foundation was set up in 1995 and receives 
sponsorship and strategic support from Fundación Once, Iberia and Mapfre. 
It encourages companies to take the initiative in respect of challenges related 
with the full integration in society of the underprivileged (immigration, aging, 
disability, local development, education, international cooperation…). It is 
based on the comparative analysis of Spanish companies committed to 
improving social integration, taking each case in context, according to its 
type, size and impact. It endeavours to inspire specific lines of action and 
encourage each company to reflect on the initiatives that make most sense 
considering its resources, features and circumstances. 

In 2008, the Annual Observatory prepared by the Business and Society 
Foundation analysed 426 actions by 121 companies and savings banks, 
concluding that 35% of the social initiatives implemented for the integration 
of the underprivileged have a strategic profile for companies.
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7.4 Responsible investments

Iberia’s direct investments in social causes during 2008, considering 
contributions in cash and in kind, totalled 2,083,653 , 24% less than in 2007. For 

the second year in succession, the company has also made contributions to 

external environmental protection projects, with a 14% increase year on year. The 

breakdown of aids made by Iberia can be seen in the Annexes to this Report.

Investments in sponsorship arrangements, that is, collaboration agreements 

with sports, cultural, educational, etc. organisations, totalled 8,033,027  in 2008, 

up 14.3% year on year.

www.exceltur.org

www.fundacioncarolina.es

www.bcm.es

Barcelona Medical Centre

This organisation promotes the capital of Catalonia as a world medical 
centre. Iberia is on its Business Council, set up on 16 June 2008.

Carolina Foundation

An institution set up in 2000, sponsored by Sogecable, PRISA, FCC, ACS, 
EL Corte Inglés and Iberia, among others. It promotes cultural relations and 
cooperation in science and education between Spain and the countries of the 
South American Community of Nations and with other countries with special 
historic, cultural or geographical ties. This foundation gives priority to the areas 
of culture, education, science and technology, considering these to be essential 
for promoting international cooperation, development, combating poverty and 
ensuring peace and freedom in the future.

In 2008, the annual meeting of the Board of Trustees of the Foundation, 
presided by King Juan Carlos, approved its strategic plan for 2008-2010 and 
was attended by the President of the Spanish Government, José Luis Rodríguez 
Zapatero, who encouraged the business sector of the Foundation to join public-
private alliances for international cooperation.

Exceltur

A non-profit association currently consisting of 24 of the most influential 
Spanish tourist business groups in the sub-sectors of carriage by air, road, rail 
and sea, accommodation, travel agencies and tour operators, means of 
payment, car hire, leisure, theme parks, and major reservation centres, among 
others. This association endeavours to foresee and adapt to processes of 
change required by the increasingly more global and demanding markets, while 
publishing recommendations and surveys related to tourism. 

+
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Iberia uses on-line polling of emplyees to assess, improve and redirect 
its socially responsible investment strategy.

The company sponsors at all times initiatives and events that are in line 
with the values with which it identifies.

For example, in 2008, once again, Iberia collaborated as Sponsor of 
the Telefónica team in the Volvo Ocean Race , which left Alicante on 11 
October. This round-the-world yacht race , which covers 37,025 miles 
(almost 70,000 kilometres), will end in June 2009 at St. Petersburg port, 
after having stopped at another eight towns and cities worldwide and 
having crossed four oceans. In order to let the employees and costumers 
know about this sport event, an intensive communication plan has been put 
in force through Iberia Informs in the work centers, IBPróxima, Video on 
board, the newspaper Iberia Universal, and the magazines Iberiavión, 
Excellent and Ronda Iberia.

This regatta fits in perfectly with the values promoted by Iberia , now 
more than ever: the spirit of excelling oneself in view of adversities, 
constant innovation, the importance of team work and striving to reach the 
goal.
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A.1 Development of the Global Compact Principles
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1.

2.

3.

4.

5.

6.

7.

8.

9.

10.

daic.uong@iberia.es

Code of Ethics for application of the Global Compact in Iberia – Ref. pg. 286 & 298

The Iberia employees are aware of the impact that our conduct may have on other persons, especially those with different cultures to ours. 
Therefore, in application of the United Nations Global Compact principles, we perform our work respecting the following ethical principles:

We never discriminate against anyone, for any reason: race, age, sex, beliefs, physical condition or different points of view from ours.

We offer our customers a correct, respectful, proactive service attitude, especially when operating incidents arise.

We reject any unlawful or unethical activity that we may observe and report it promptly.

We do not disclose confidential information of the company and never attempt to have a bearing on the commercial relations that our relatives 
and/or friends may have with the company.

We take great care to avoid any occupational accident that could affect ourselves, our colleagues or our customers.

We take care of the environment and encourage its protection among our customers, suppliers and colleagues.

We use the company’s material and intellectual assets with the utmost respect and responsibility.

We submit our ideas for improvement internally, so that they may be useful for the future of the company.

We cooperate with our colleagues whenever they ask us for help and we are able to give it, and always answer their requests as soon as possible.

We maintain a high level of efficiency in our work, making our employment compatible with our personal lives, and opt for good humour, respect, 
loyalty and kindness in all interpersonal relationships we have within our work.

These guidelines do not replace any of the agreements, codes, bylaws and rules signed by the company, but complement them and seek to help secure 
their fulfilment. Please send any comments or suggestions on these ethical guidelines to:
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A.2. Contents and Indicators according to the Global Reporting Initiative - version 3.0

GRI 3.0 Guidelines Basic Content Index

According to the criteria for preparing this Report, the contents are listed indicating the area of the company responsible for the information – see pg. 8, table 
Organisation & Responsibilities –, and those contemplated in the Dow Jones Sustainability Indexes (DJSI).

+
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GRI 3.0 Guidelines Performance Indicators

Explanations

The G3 indicators are classified into core and additional 
indicators. The former are those of interest for our company and 
most of the stakeholders. The latter represent a prominent, although 
not widely used, practice in measuring social, economic or 
environmental aspects, offer significant information for the interested 
parties and may be changed in the future to core indicators.

C In order to prepare Iberia’s Corporate Responsibility Report in 
accordance with the GRI standards, all the core indicators must be 
included, or their omission explained. The core indicators not 
included in this Report are indicated in the table Indicators Not 
Applicable , stating the reasons for their exclusion.

Iberia has also included some indicators complementing  those 
listed in the GRI guidelines, version 3, in view of their importance in 
its activities and compliance with the principle of transparency 
expressed in said guidelines. 

Just as in the Corporate Responsibility Reports for 2005, 2006 and 
2007, this report indicates the approximate correspondence of the 
GRI indicators with the criteria for including the company in the 
Dow Jones Sustainability Index (DJSI)  (last columns of the tables). 
The following should be noted in this regard:

The DJSI questionnaire, completed in-house or sent to companies, is 
the main tool for those responsible for the social and environmental 
analysis required to build up this index, the Dow Jones Sustainability 
Group Index. SAM Group is the agency responsible for making the 
analysis for Dow Jones.

•

•

•

•

The identification made for the indicators, according to their 
inclusion in those questionnaires, is not univocal, so they are not 
always defined in the same way. It has in any case been considered 
interesting to make such correspondence to identify qualitatively 
which aspects are considered by the two main benchmarks of the 
company.

It should also be mentioned that the criteria established by DJSI 
require certain specific information not required by the GRI. This is 
the case, for example, of the information on strategic planning 
methods used, which DJSI requires in its questionnaire for inclusion 
or renewal.

The indicators published in this report cover all the areas and 
activities performed by the company , with no limitation on the 
reporting scope or boundaries. Adequate comparability of the 
2008 indicators with previous years  is also guaranteed. In case 
the yearly figures are in percentage, the comparison is performed in 
percentage points (p.p.)

Newness in 2008, a column is added that identifies the area 
accountable for each indicator , according to the organisation and 
responsibilities of Iberia’s CR Framework (rf. pg. 249).

New indicators have been included in 2008, while maintaining 
those included in 2007. The inclusion of new indicators is due to the 
availability of greater information or to the performance of new 
related actions. Indicators LA7 and LA10 have been added.

•

•

•

-

-

-
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A.3. Contributions made to social and environmental causes and entities in 2008
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A.4. Workforce and labor relations by countries
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A.5. Asurance Certificate
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