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Passenger safety
There were zero passenger fatalities in 2009 and zero serious injuries 
to any passenger that was a result of our operations in Cathay Pacific 
and Dragonair.
 
Our aircraft are equipped with multiple first aid, medical and 
emergency doctor’s kits, personal protective equipment as well as 
Automatic External Defibrillators (AEDs). Our cabin crew are trained 
in common first aid and cardio-pulmonary resuscitation (CPR), and in 
2009 our crew’s training coupled with the appropriate use of the AED, 
combined to save at least one passenger’s life.

All Cathay Pacific aircraft are able to call upon ground-based medical 
assistance through the use of the Medlink system. This system 
ensures that, regardless of where the aircraft is flying, there is always 
a medical specialist that can be contacted inflight to assist with the 
correct diagnosis and treatment of any passenger or crew illness.

HAS is the largest ramp handling company in Hong Kong, and 
is one of our 100% owned Hong Kong-based subsidiaries. 
It is with sincere regret that we have to report that on 28 
August 2009, a fatal accident in Hong Kong involving a 
HAS bus saw three HAS staff lose their lives and another 
22 injured. HAS provided support to the families of those 
who died and to those who were injured and hospitalised. 
In addition to the legally required compensation, HAS 
made an additional insurance payment to the Mandatory 
Provident Fund of the deceased staff. HAS will continue to 
lend support to the families of the deceased and injured 
staff. The company also made a counselling service available 
to all employees. We have reminded our staff about the 
importance of safe driving and emphasised that safety is 
always our first priority. 

HAS bus accident 

*Relates to Cathay Pacific airline operations, whilst subsidiaries have their own targets.

•	 Zero accidents	 4

•	 Zero high risk or severe incidents 	 3 high risk incidents were recorded

•	 Regulatory report rates below four per 1000 flights 	 4

•	 100 % IATA Operational Safety Audit  (IOSA) conformance  	 4

•	 Reduce LTIFR by 5% per year 	 4	

•	 Conduct a LOSA at least once every four years 	 4

•	 Produce a departmental and corporate risk register on an annual basis 	 4

•	 Simulate an aircraft accident in each port once every 24 months 	 4

Achievements against Cathay Pacific safety performance targets*: 

When any new cabin product or procedure is introduced into the 
aircraft, in addition to regulatory certification and requirements, we 
also conduct our own risk assessments where we may require even 
more stringent requirements. 

Staff safety
At Cathay Pacific and Dragonair airline operations, there were zero 
staff fatalities in 2009, and zero serious work-related injuries.

2009 saw an emphasis on improving Occupational Health and Safety 
(OHS) issues, particularly for cabin crew. OHS performance indicators 
examining both the rate and severity of injuries are tracked on a 
monthly basis, with all indicators showing improvements in 2009.

This year, we exceeded our target of 5% reduction in Lost Time 
Injury Frequency Rate (LTIFR) for ground staff, HKIA airport staff and 
cabin crew. Whilst this is a very pleasing result, we will continue to 
work towards this goal in the next year. An annual half-day of OHS 
training for all cabin crew commenced in mid 2009, around half of our 
cabin crew completed the first year of training in 2009. The focus on 
this OHS training was on baggage handling and wheelchair transfer 
techniques. To coincide with this, a Safe Work Practices booklet 
focusing on baggage handling was produced for crew. 

To assist with both of these training initiatives, we have engaged a 
medical consultant with ergonomic expertise to review and make 
recommendations on crew service procedures to guard against 
musculo-skeletal injuries. 

In 2010, an OHS e-learning module will be launched for cabin crew. 
The training will be used for future cabin crew induction and Inflight 
Services Manager training.
  

In April we launched a new Work Injury Care Programme partnering 
with a well-known company with expertise in rehabilitation and claims 
management. We aim to provide post-injury rehabilitation and facilitate 
timely return to work for injured crew. In 2009, over 1,200 work injury 
cases participated in the Work Injury Care Programme. The programme 
has received very positive feedback from crew and has successfully 
assisted crew in their return to work. 
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At Cathay Pacific and Dragonair, we continue to do our 
utmost to serve meals that meet the very highest levels 
of food safety and hygiene. We work with our caterers 
to create well-balanced meals, to minimise the use of 
trans-fats and follow our policy on monosodium glutamate 
(MSG). Our policies on food safety and hygiene are based 
on recognised standards, such as that of the International 
Flight Services Association (IFSA) and the Association of 
European Airlines (AEA) World Food Safety Guidelines. Our 
caterers must always comply with our strict food safety 
requirements.

Food safety  

HKIA’s initiatives to reduce work injuries

In order to reduce potential injuries and hazards to a minimum, our 
team at HKIA embarked on a programme to disseminate safety-related 
information with the aim of creating a “Safety Culture” amongst the 
team. As a result of these initiatives, our team at HKIA has significantly 
reduced their work injury rates.

Public health
We employ a number of precautionary measures to safeguard the 
health of our passengers and frontline employees against infectious 
diseases. In accordance with guidelines of international health 
agencies and aircraft manufacturers, our aircraft are thoroughly 
cleaned and disinfected after every flight. Fresh air mixed with filtered 
air continuously circulates in the aircraft and the entire cabin air volume 
is replaced every few minutes. We have been a member of the 
IATA's Medical Advisory Group for the past five years and share best 
practices for the airline industry in dealing with passenger health and 
medical issues and communicable diseases outbreaks.

In April 2009, the World Health Organisation (WHO) declared the 
Pandemic Influenza A (H1N1) situation a Public Health Emergency 
of International Concern. We rapidly initiated a number of preventive 
measures to address the threat:

•	A Pandemic Influenza Task Force was convened;
 
•	Guidelines were issued in accordance with regulatory agencies and 	
	 health authorities;

•	We made regular communications to staff, passengers 		
	 and associate companies;

•	Specific safe handling guidelines were provided for frontline staff;

•	The health message broadcast on all flights was updated;

•	Public health alert advisory notices were posted at check-in counters; 

•	Additional supplies of personal protective equipment (PPEs) such as 	
	 gloves, face masks, antiseptic supplies and tissues were provided;

Agenda for 2010

Introduce a Fatigue Risk Management System

Measure the safety culture of cabin crew

Launch of new  Work Injury Rehabilitation Programme for HKIA airport staff

Develop SMS Company handbook and e-learning for all staff

Progress against 2009 actions

Cabin crew to attend a half-day training session on baggage handling skills	 ongoing

Release a Company Alcohol and Other Drugs Policy	 ongoing

5% improvement in lost time injury rates for Cathay Pacific	 4

Launch of new  Work Injury Rehabilitation Programme for cabin crew	 4

Ensure all cabin crew complete a new e-learning module related to OHS	 ongoing

Develop a comprehensive programme on assisting passengers with disabilities	 4

Lost Time Injury Frequency Rate

CX KA Subsidiary Sta�

2009
23.93

38.5
37.3

54.0
59.5

48.4

2008

2007

•	We initiated a health education promotion focusing on good 		
	 personal hygiene measures, proper cough etiquette, mask use and 	
	 self-health monitoring; and,

•	Additional and specialised hygiene and sanitation for aircraft interior 	
	 and office facilities were introduced.

In 2010, we will be offering a special subsidy scheme for eligible staff 
wishing to undergo vaccination against H1N1.
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Focus on Customers
Responding to our customers’ needs is at 
the heart of our business. In 2009, we served 
approximately 24.6 million passengers located 
in Hong Kong and 70 other outports.

36
countries 

and territories

117
destinations
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Our Vision is to be the world’s best airline and providing outstanding 
products and services in a socially and environmentally responsible 
way is key to achieving this. 

Customer satisfaction
Our customer service philosophy is to offer ‘Service Straight 
From The Heart’ – a unique service concept, built around personal 
recognition at all service touchpoints to make our customers feel 
comfortable, secure and special. 

We set ourselves extremely high targets in customer service, 
especially in relation to issues such as staff etiquette.

Listening to our customers

Through ongoing dialogue we are able to improve our offering, develop 
new services and build long-term relationships with customers. We 
measure  satisfaction through our ongoing Reflex Passenger Survey, 
where we sample our flights daily across all classes, enabling us to 
collect around 30,000 responses for both Cathay Pacific and Dragonair 
per month. The purpose of the survey is to evaluate what passengers 
think about their travel experience with us. 

Our 2009 results showed a significant increase in most areas of 
customer satisfaction relating to our services.
 

We also held four focus group discussions led by an independent party 
to obtain feedback from a sample of our Marco Polo Club members 
(our most frequent flyers) on our products and services and their 
expectation for the future. 
 
Dealing with complaints

Feedback from our customers is important to us and mechanisms 
are in place for us to channel criticism or recognition to relevant 
departments so that we can learn from those areas or motivate the 
team respectively. Complaint channels such as comment cards, direct 
conversation with our frontline staff and online feedback forms are 
available to direct views to our management team and ensure that we 
are constantly listening to our customers.

Collecting customer feedback through our online channels is the most 
efficient way for our customers and our team to address issues. In 
2009, we invested in a system to channel feedback received through 
the Cathay Pacific and Dragonair websites to ensure that customer 
feedback is responded to from one of the 36 countries in which we 
operate. Any feedback received is investigated and the current service 
level requires a reply within 14 days. Plans are underway to develop a 
system to capture customer feedback at all of our customer  
touchpoints.
 

We recognise that customers may experience lower than expected 
service levels and initiatives are in place to ensure that our customers’ 
concerns continue to be proactively resolved – and that our approach 
and interactions with them are efficient and consistent.  
  
Handling passengers with disabilities – 
Air Carrier Access Act of 1986

All Cathay Pacific staff in Hong Kong and the United States (US) have 
completed a comprehensive, half-day training module to better assist 
them in dealing with passengers with disabilities. All other outport 
staff and all new staff will be required to take the training in 2010.
 
Relevant staff have also attended a one-day complaints resolution 
workshop to comply with the requirements of the US Department of 
Transportation in the Air Carrier Access Act of 1986.

Providing a diverse service

We constantly strive to channel service improvements taking 
into consideration the cultural and demographic diversity of our 
passengers. We currently serve 20 types of special meals to cater for 
medical, religious or dietary requirements. 

Service beyond 
the call of duty

Annually we recognise staff who have embodied service beyond the call of duty, 
through the Betsy award. The Airport Services Manager (ASM) at our Cairns, 
Australia outport, Amanda Jessop-Shaw was the top awardee in 2009. Amanda 
accompanied a 10-year old passenger who was suffering from a severe earache 
while waiting for the child’s mother to arrive two days later. Amanda took the 
passenger to the hospital and then to a hotel to rest. 

“I wanted to give her the appropriate care and attention she needed,” says Amanda 
who, as a mother herself, knew the young passenger would be frightened at being 
sick and alone in a strange place. “As an ASM it’s my job to take good care of our 
passengers.”
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Service disruption

From typhoons to technical delays, we are committed to ensuring 
disruptions are handled in an effective and timely manner and that 
passengers are reimbursed appropriately where applicable. We have 
implemented structured Irregular Operations Plans throughout the 
network of airports in which we operate that ensure customers are 
provided with the highest level of service when things do not go as 
planned. These plans make keeping customers informed of flight 
irregularities a high priority through a variety of channels such as 
text messaging and email. The overall objective is that customers 
will experience a consistent level of service during flight disruptions 
regardless of where they are in our network.

We developed a Flight Disruption Control System in March 2009. This 
system enables us to monitor the network with respect to customer 
handling during significant disruptions. We are then able to ascertain 
relevant “trouble spots” and to dedicate resources to address the 
issues accordingly.

Ensuring a responsible service
Protecting data privacy

We are committed to protecting the data privacy of our customers. 
We have carried out appropriate physical, electronic and managerial 
measures to safeguard and secure the data we collect from 
unauthorised access and use. 

Chemicals inventory

Cathay Pacific is committed to ensuring product responsibility in all its 
operations, and, in particular, pays attention to the chemicals used in 
consumer-facing products or services. 

In 2009, a study was carried out focusing on chemicals used in 
cleaning products, personal care products, inflight textiles, 
refrigerants, and textiles and furniture used in our lounges. In 2010, 
a chemicals plan will be developed to help different departments 
understand their environmental impacts. We already follow 
procedures for the handling of any hazardous materials and waste 
including chemicals in our engineering and inflight services operations.

Customer awareness on sustainability issues

Cathay Pacific aims to use different communication channels to 
raise awareness about sustainable development issues amongst its 
customers. We published articles in our inflight Discovery Magazine 
about our environmental and social initiatives and we will continue to 
develop new ways to increase customer awareness. In 2010, we will 
use our online Cathay Pacific blog to communicate our progress on 
sustainable development.

Getting it right when things go wrong
 
We have a robust emergency response system that is designed to 
support and manage service disruptions or major incidents that could 
occur during our operations. Three major areas were enhanced in 
2009:

•	An improved information technology platform giving customers 	
	 more precise and up-to-date information during disruptions;

•	Stronger partnership with the HKIA in crowd control procedures 	
	 and closer coordination among all departments in Cathay Pacific in 	
	 emergency situations; and,  

•	 Increased manpower through recruiting volunteer non-operational 	
	 staff who are called upon during emergency situations.

Agenda for 2010

Develop a chemicals plan to help different departments understand the health and 
environmental impacts of the chemicals they use in their operations

Implement a new system to generate customer trends and feedback

Enrich sustainability content in inflight magazines and the corporate website

Use the online Cathay Pacific blog to communicate our progress on sustainable 
development issues and reach out to an important customer segment
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“I consider myself exceptionally lucky 		
	to be supported by a team that fully 		
	understands that service is our business 	
	and when things go wrong we all have a 	
	duty to go the extra mile to get things 		
	back on track.”

	Ed Higgs, Country Manager, Philippines

To supplement our operational staff, a Service Disruption Support 
Team with around 100 staff volunteers was established in Hong 
Kong in January 2009. This team is called upon to perform check-in, 
reservations and information services during disruptions.   
With frequent typhoons already occurring in the region and with more 
inclement weather expected in the future, outports have prepared 
Individual Port Irregularity Operations Plans (IROPS) to help better 
manage flight disruptions. The IROPS specify communication flow, 
roles and responsibilities, and contain a checklist to follow during 
disruptions. 
In September 2009, Typhoon Ketsana hit the Philippines, causing 
major disruption and flooding in Metropolitan Manila. Hundreds of 
passengers were left stranded. Our airport staff worked to get these 
passengers to hotels and, together with volunteers from our Manila 
office, they helped to ensure passengers were updated, that efficient 
check-in procedures were available the following day and baggage 
arrival without delay. 

Emergencies and accidents

Our Crisis Management Centre handles any emergency or accident 
involving our aircraft  anywhere around the world. In such situations 
our Emergency Plan takes immediate effect and a Crisis Management 
Team is assembled. We held one such test exercise in 2009. 

The Cathay Emergency Passenger Information Centre (CEPIC) is 
activated as a telephone enquiry centre. The telephone lines are 
always on 24 hour standby and are used in emergencies only. There 
are toll-free public hotlines linking all outports with this Centre.   

Information is provided to passengers, families, governments and 
other stakeholders in a timely fashion. 1,200 trained staff volunteers 
from the Cathay Pacific Care Team provide immediate assistance 
to passengers and their families involved in the incident. This 
assistance can include making appropriate arrangements for travel, 
accommodation, financial and referral services. The team is on-call  
24 hours a day, and is available to respond anywhere within the Cathay 
Pacific network.



Our Business34

18:00

Purchasing and Supply Chain
We actively seek to work with suppliers who share our 
commitment to honesty and integrity in all areas of their 
business. We also have a strong preference for suppliers 
who integrate social and environmental policies into their 
business processes.  

Supplier Corporate, Social and 
Environmental Responsibility 
Code of Conduct
We ensure that sustainable purchasing and responsible supply chain 
practices are implemented throughout our procurement process.

Suppliers to Cathay Pacific must provide clear, accurate and 
appropriate reporting of their progress toward achieving our Supplier 
Code of Conduct objectives. These include:

•	Legal and regulatory compliance

•	Environmental management

•	No use of forced and child labour

•	Appropriate compensation and working hours

•	Health and safety 

•	No discrimination

•	Upholding human rights in the workplace

•	The highest standard of business ethics

•	Extending social responsibility to their subcontractors and 
	 service providers

•	Maintaining documentation and permitting our inspection

In 2009, we revised and published our Supplier Code of Conduct for 
all suppliers managed through our centralised purchasing process 
and we asked for their confirmation of compliance with its principles. 

Our sustainable purchasing 
management approach
We aim to ensure that all purchasing practices are governed by the 
highest professional and ethical standards. Our Airline Purchasing 
and Aircraft Trading Department manage most of the purchasing 
requirements for both Cathay Pacific and Dragonair. Our Purchasing 
Ethics Policy outlines our expectations from our purchasing staff, 
including compliance with anti-bribery regulations. Our approach on 
sustainable procurement has been to encourage our suppliers to 
improve on their sustainability practices through capacity building and 
sharing knowledge and best practice. 

Commitment to the environment
We demonstrate responsible supply chain leadership by letting our 
suppliers know that we are committed to environmental management 
in our daily operations. We plan to periodically publish a Supply Chain 
Sustainability Newsletter. The Newsletter may include topics such as 
helping suppliers to understand the importance of managing waste in 
their business in a responsible way. 

During 2009, we placed a particular emphasis on examining 
purchasing practices that have impacts on forestry conservation. In 
the future we will express a preference to work with suppliers offering 
products that are accredited by the Forest Stewardship Council (FSC). 
Currently all our office photocopy paper is FSC sourced. 

We recognise the importance of sourcing inflight food from 
sustainable sources and we are working with relevant teams to 
develop and formalise our approach. At the very minimum, we require 
our caterers to meet all environmental legislation in their locations and 
this includes regulations on endangered species.

This approach allows us to continue to communicate with our 
suppliers on sustainable development matters, serving to underline 
the importance of the issues for us. The approach further helps us to 
identify any ongoing instances of non-compliance or non-response by 
our suppliers.

As part of our usual supplier selection process, potential new suppliers 
must complete our questionnaire to confirm their compliance with 
the standards in our Supplier Code of Conduct. Whichever supplier is 
eventually selected, they will be contractually committed to conform to 
our social and environmental standards from that point onwards.

We are currently developing a programme to roll-out the Supplier Code 
of Conduct requirements to the rest of our network. Responsibility 
for managing the roll-out will be devolved to local Cathay Pacific 
management and a local version of the centralised database will be 
developed as part of this process.

Some of our suppliers may need our support in achieving the standards 
required by our Supplier Code of Conduct. For these suppliers we will 
consider the possibility of phased in adoption of our standards. We 
will also consider the degree of impact on our business reputation if a 
supplier is unable to fully comply with our requirements. We began to 
implement a programme of compliance checking visits in December 
2009 with a selected supplier and will expand on this in 2010. We also 
continued our assessment via the compliance checking form.
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Supplier Code
of Conduct

Legal & Regulatory Compliance

Forced Labour

Child Labour

Health & Safety

Environmental Issues

Environment Manager

Environment Policy

Environmental Management System

Environmental Performance Targets 

Compensation & Working Hours

Discrimination & Rights

Subcontractors & other Service Providers

Documentation & Inspection

Ethics

Yes, comply

CSR Question

Take 3 months Take 6 months

Take 12 months Not comply

Progress against 2009 actions

Carry out site visits of suppliers deemed to be high risk	 ongoing

Refresh the Code of Conduct and associated questionnaire and compliance checking form 	 4

to make more understandable and incorporate a stronger environmental element

Resend the Code of Conduct questionnaire to suppliers and ask them to reconfirm the checklist	 4

Assess high risk suppliers using the compliance-checking form on a more regular basis	 ongoing

Implement a process of internal engagement at Cathay Pacific on supply chain risks 	 initiated
including outports

Agenda for 2010

Develop education and briefing packs on the Supplier Code of Conduct to all  
Cathay Pacific staff, followed with internal briefing sessions

Continue to inform the Swire Supply Chain Sustainability Group 

Continue active membership of the Hong Kong Green Council

Formalise approach on sustainable sourcing of food 

Supplier Code of Conduct Compliance Levels

 

Cathay Pacific Corporate Social Responsibility Code of Conduct 
Version 2010/01 

Cathay Pacific Airways Limited Supplier Corporate, Social and Environmental Responsibility 
Code of Conduct (Version 2010/01)  

 

Cathay Pacific Airways is deeply committed to Hong Kong, where the Company was founded. We continue 

to make substantial investments to develop Hong Kong’s aviation industry and enhance Hong Kong’s 

position as a regional transportation hub. We also have connections to many other countries and growing 

markets, particularly in China, where our sister airline Dragonair flies to many cities. 

 
In keeping with our vision for Cathay Pacific to be the best airline in the world, we recognise that taking 

responsibility for our business activities and the impact they have locally and internationally is an important 

part of our reputation and brand. We will only continue to be a successful and sustainable business if the 

suppliers with whom we work share the same standards and recognise their responsibilities in the same 

way. Success means not just complying with necessary laws and regulations, but going beyond and setting 

standards that are expected of an industry leader. 
 
We actively seek to select and work with suppliers who share our commitment to honesty and integrity in all 

areas of their business. We also have a strong preference to work with suppliers who integrate Corporate 

Social Responsibility (CSR) policies in to their business covering environment, occupational health and 

safety, human rights and labour policies, and business ethics. Our Suppliers should proactively provide 

clear, accurate and appropriate reporting of their progress toward achieving their CSR objectives. 

 
We are committed to select and retain qualified suppliers that meet the following CSR Code of Conduct 

standards:  

Legal and Regulatory Compliance  Suppliers shall ensure their operations and the products and services supplied to us comply with all national 

and other applicable laws and regulations.  
Forced Labour  
Suppliers must not use forced labour in any form – prison, indentured, bonded or otherwise.  
Child Labour  
Suppliers must not employ any person below the local legal minimum age, or below the age of 16, unless 

the person is employed as part of a recognised professional apprenticeship programme.  
Health and Safety  Suppliers must have health and safety policies in place along with standards designed to reduce work-

related injury and illness, and promote the general health of employees. These policies must be made freely 

available to employees.  

Environment  
We have a responsibility to look after the natural environment both for today and in the future. All stages in 

the supply chain should comply with, and preferably exceed, applicable national and legal environmental 

requirements. We have a strong preference for Suppliers who publicly report upon and measure their 

environmental impact and seek to improve the impact of their operations upon the environment. We also 

have a strong preference to select suppliers whose goods or services can make a significant difference to 

reducing our environmental impact. 
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Growing a Winning  Team
Our dynamic team is one of our greatest strengths. 
We take pride in the quality of our staff and are 
committed to attracting and retaining the best talent.

Our human resources 
management approach
Human resources issues are managed by the respective departments 
in Cathay Pacific, Dragonair and our other subsidiaries. At Cathay 
Pacific, this is headed by our Director Personnel and at Dragonair, by 
the Head of Personnel.  

Our Corporate Code of Conduct sets out our principles for acting 
responsibly in the course of achieving our commercial success. 
This Code of Conduct applies to all staff of Cathay Pacific and our 
subsidiaries and includes issues related to business ethics, conflict of 
interest, procurement, insider trading, lobbying, bribery, environment, 
health and safety, and respect in the workplace. Comprehensive 
policies have been developed to support the Code of Conduct. 

To ensure that staff members are aware of these policies and their 
implications they are communicated via appropriate channels including 
orientation and induction sessions and an intranet link provided in 
employee contracts.

We aim to ensure our employees are productive, competent and 
flexible and operate within a healthy environment. We ensure this 
through a series of training and development programmes. We also 
strive to manage people in a way that recognises diversity. 

employees worldwide
267 00
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We offer specific programmes to build staff competencies in the 
following areas:

Career Choices	 Brief Description

Management Trainee	 •	To nurture our next generation of  
Programme		  business leaders

	 	 •	Three-year development programme, 	
			   with classroom training, workshops, 	
			   and attachments to different facets 
			   of our business within and outside of  
			   Hong Kong

Engineering Trainee	 •	A 30-month development  
Programme 		  programme, with classroom-based  
			   aircraft training alongside practical 	
	 		  experience in postings to different 	
	 		  engineering sections

Cadet Pilot 	 •	A 60-week development 		
			   programme for becoming a 		
			   Commercial Pilot 
	
		  •	Residential course at a specialised  
			   facility in Australia

Flight Attendants	 •	Three-year signed contract to train  
			   as safety officer, caring team player  
			   and ambassador for Hong Kong

Customer Services 	 •	Nine to 12 months development  
Officer		  programme on customer service  
			   skills within airside duty, and  
			   technical check-in procedures  
			   training in landside

19500 
employees in Hong Kong

Recruitment and selection
As a major employer which supports Hong Kong, we endeavour 
to demonstrate good corporate citizenship. We provide equal 
opportunities to individuals regardless of gender, race, national origin, 
disability and family status. We have adopted formal mechanisms 
through which employees can make a complaint of discrimination or 
harassment in any form. 

Local recruitment

The practice of undertaking local recruitment in the communities 
where we operate has been in place for the past 20 years. If the 
required skills are available locally, we will give priority to the local 
labour market, before searching internationally. Vacancies are first 
opened internally to the company, then to the local community, and 
then finally, overseas. Most of our overseas hiring relates to skills or 
experience that is not readily available in the local labour market.

We believe that Cathay Pacific differentiates itself through 
the interaction with our friendly, professional and intuitive 
people who will genuinely go the extra mile to care for our 
passengers and make them feel that they are somebody. 
Our people deliver this service and we recognise that they 
are important to our success. An advertising campaign, 
called ‘People & Service,’ was launched to communicate 
this in our key markets through various media such as 
print, television, outdoor displays, online, and social 
media. The highlight of the campaign is the opportunity 
to meet our team through our online minisite at 
www.cathaypacific.com/people, which features personal 
stories of our people, along with what they feel motivates 
them to deliver Service Straight From The Heart.

Our strength, our people

(Part of John Swire & Sons
Hong Kong, a wholly-owned 
subsidiary of Swire Pacific)
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“Asking people for their feedback is only useful to the 	
	extent you are prepared to consider and act upon 	
	what they tell you.”

	Graham Barkus, Manager Organisational 			 
	Development & Learning

Employee engagement
Throughout 2009, we consulted with various staff groups on matters 
relating to crew lifestyle, cabin environment, working conditions, 
administrative concerns and service and catering procedures.

We recognise that staff representative groups can play a valuable 
role in helping the company better understand the needs of our 
employees. We continue to ensure that there are adequate feedback 
mechanisms for staff available as outlined below.

Cabin crew survey (CONNECT)

More than 30,000 comments have been collected from cabin crew as 
a result of CONNECT – the Cabin Crew Engagement Survey – in which 
3,744 crew provided input. This survey is conducted every 18 months 
to get a better understanding of the different aspects of their working 
environment. 
 

Organisational alignment survey

This staff survey is conducted every two years and aims to assess how 
closely aligned our organisation is to our company Vision and Missions. 
It helps us to assess whether staff are provided with enough clarity 
in terms of the company direction and what is expected of them. 
It further serves to assess the extent people feel our systems and 
processes are aligned to our Vision and Missions. 

Following the announcement 
of survey results, the first 
CONNECT Crew Forum was 
carried out in October 2009. 
Over 150 crew were in 
attendance representing every 
category and nationality. We 
believe that it is important 
to provide an opportunity for 
our cabin crew members to 
meet managers and foster 
understanding, openness and 
a greater sense of teamwork.

‘’CONNECT was designed to gather individual  
	 opinions on what is important to the crew  
	 community, how well we are doing and which  
	 areas we need to work on.”

	 Elaine Champion, Cabin Crew Communications Manager

We implemented two different Unpaid Leave Schemes in 
2009 as part of our cost saving measures as our response 
during one of the must difficult years in our history and in 
the airline industry. With the Special Leave Scheme (SLS), 
staff were asked to take between one to four weeks 
unpaid leave, depending on their level of seniority, with 
senior staff being asked to share more of the burden. The 
scheme was voluntary but saw a very high take-up rate. In 
addition, a Voluntary Unpaid Leave Scheme was offered, 
whereby staff could take up to a further 12 months of 
unpaid leave.

Response to the 
economic downturn: 
Unpaid Leave Schemes

Over 120 questions were included and the results in 2009 were 
encouraging. We are pleased to report that we have improved on every 
aspect, including the people and leadership dimensions that reflect the 
day-to-day emphasis on people management and development.

The survey results will be broken down to departmental and smaller 
group levels and managers will work with their teams to help them 
improve on any issues identified. 

Sustainability baseline survey

Towards the end of 2009 we conducted a sustainability baseline 
survey with all our staff. The purpose was to assess the level of 
awareness of our sustainable development initiatives amongst 
staff and identify areas where further training and communication 
is required. The survey is one tool amongst many that has been 
employed to communicate our initiatives with employees. We will 
report on the findings and actions taken in 2010. 

Cathay Pacific Benefits
Flexible benefits: RightChoice 

We are one of the first Hong Kong employers to offer a flexible benefit 
package, including medical and dental coverage, insurance plans and 
retirement schemes, which can be tailored to meet individual staff 
personal circumstances. There is also an option to buy additional leave.

Employee Assistance Programme (EAP)

The EAP is a programme that provides employees with world-wide 
access to free, confidential, and professional advice, information 
and counselling services for personal and work-related concerns. It 
offers assistance for problems like traumatic stress, conflict at work, 
grief and bereavement, depression or anxiety, job transition or pre-
retirement issues. There is also a Manager Help Line specifically for 
managers and supervisors to discuss and get assistance on work-
related issues. EAP helps staff to achieve better life and career goals 
and job security and promotional opportunities will not be affected by 
seeking help. 
 
Staggered working hours 

Staggered working hours have been in place for all Hong Kong non-
operational ground staff since 1996. Section heads and staff are 
encouraged to work out an arrangement that can be of mutual benefit 
without adversely affecting the work of the team. 
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In 2009, we developed a five-year strategy to support the achievement 
of standards via new hire programmes; cultivate service and irregular 
operations handling capabilities; develop leaders to manage the 
business and grow teams; and, foster a day-to-day learning culture. 

 

Creating a learning culture for our cabin crew

Cabin crew compose a significant proportion of our staff and in many 
ways represent the diverse culture of our business. In 2009 we had 
just over 9,000 cabin crew recruited from 14 countries, with the 
majority coming from Hong Kong. 

To enable our team to provide the highest quality of service to our 
customers, we provide cabin crew with a comprehensive training 
and development programme using a ‘blended learning approach’ 
that focuses on knowledge, skills and attitude development. This 
includes induction and promotion training, annual refresher courses, 
job coaching, web-based learning and external workshops. We offer a 
series of voluntary learning options, whereby the employee is able to 
decide the extent of their additional training. These include workshops 
and briefings. Our cabin crew may also be given an opportunity to 
participate as trainers and to take part in marketing events and office 
secondment programmes, allowing them to understand how other 
parts of our business are run. 	

Training and career development
Employee lifelong learning

We promote a culture of continuous learning. All staff members are 
expected to equip themselves with necessary skills to enhance their 
career development via the support of online learning materials and 
training centres. We also arrange learning seminars and lunchtime 
forums with external professionals.

Managers conduct performance reviews for all staff as part of our 
mentoring and strategy for career development. We also support 
ongoing vocational education and career breaks for staff members 
who wish to pursue external activities for further enhancement of 
their careers. 
 
Learner’s World 

Learner’s World is our online training platform that allows staff to 
independently access training, without the constraint of time and 
place. It offers both personal development and work-related training.

Cultural awareness and language skills

In 2009, Cathay Pacific undertook a number of initiatives to promote 
language skills within our staff community. We conducted a series 
of proficiency assessments in various departments and established 
a "Language Clinic" for selected staff to boost their language skills. 
An online learning course on cultural awareness has been available 
since 2006, covering issues such as taboos, social norms, languages, 
values  and religions, different ways of greeting people and reflections 
on cultural sensitivity. This is aimed at demonstrating the importance 
of respect and sensitivity to other cultures to avoid any behaviour that 
some passengers might find offensive. 

There are online Mandarin and English courses which focus on 
specific requirements that support various job functions. In addition 
to these, there are also a number of generic courses on effective 
communication available for all staff.
 
Equipping our airport teams worldwide 

Our Airports Training and Development Centre (ATDC) is responsible 
for driving and enabling the development of skills and competencies 
required of airport teams worldwide. ATDC works closely with local 
airport training coordinators, supervisors and managers to ensure 
training and development approaches, programmes (both technical 
and behavioural) and capabilities are optimised.

We restructured the airline’s Information Management 
(IMT) Department with the aim of introducing a 
new operating model to meet changing information 
technology needs. 
 
Since the programme was announced in June, we have 
endeavoured to communicate openly with IMT staff on 
the changes such as monthly “town hall” meetings and 
weekly Q&A sessions.

As part of the restructuring programme, staff members 
were invited to take part in a matching process which 
objectively assessed their suitability for positions in 
the new structure. The outcome of the process mean 
that the majority of existing staff will continue to have 
a role in the department. However, 53 colleagues – or 
1/6 of the departmental workforce – were not assigned 
to positions. Most had strengths and backgrounds that 
did not match the targeted skills and background profile 
of the new organisation; others did not apply for roles 
because of individual professional aspirations. They all 
received a separation package that exceeded Hong 
Kong’s employment regulations and an outplacement 
service was offered to help them find new roles outside 
the company.

Cathay Pacific Director Information Management Edward 
Nicol said: “We are offering these colleagues a separation 
package and will do everything we can to assist them in 
their career transitions elsewhere which better match 
their skills and aspirations.”

“The objective of this exercise was never to reduce staff 
numbers,” he said. “At the end of the reorganisation, the 
number of staff in the department remains roughly the 
same.”

Re-structuring the Information 
Management Department
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Developing a new generation of leaders

Cathay Pacific aims to ensure that managers not only have the capacity 
to achieve the best results through the people they work with, but that 
they themselves grow through acquiring new leadership skills. In our 
management development strategy, there are three core principles:  
people are individuals with unique backgrounds, experience and 
capabilities; emphasis is on interpersonal skills in applying knowledge 
in new situations; and, training should relate to real work issues 
through relating directly to participants’ own work challenges.

Internal management development processes have been deployed 
in Hong Kong and outports, with 350 middle managers participating 
in 2009. The approach typically involves 90 days of workshops, 
individual coaching and action learning projects to solve real work 
problems with peer group support. The managers are equipped with 
a range of management tools to help cope with changing business 
environments. 

Participants consistently highlight how many different skills they learn. 
Feedback has shown that the coaching and staff development skills 
have changed the way they approach some of the challenges they face 
in their day-to-day jobs of managing their team.
 
In partnership with Ethos, the central learning and development 
division of John Swire and Sons, a leadership transition programme 
has also been developed and launched specifically for middle and 
senior managers in upwards career transitions. The programme 
combines workshops and executive coaching based on a 360-degree 
feedback tool that provides feedback on each participant’s core 
strengths and development focus as experienced by their direct 
reports, peers and managers. 

Retaining talent
Cathay Pacific values the long-term commitment our staff make to 
the delivery of their work and service excellence. We are proud of our 
‘family-oriented’ culture and we will continue to encourage staff to see 
the long-term value of working with us. We capture the views of some 
of our staff that have been working for Cathay Pacific for more than  
20 years. 

“Through the personality test, 360-degree feedback  
	and one-on-one coaching, I understand myself 		
	better, both in terms of my strengths and areas of 	
	improvement as a leader.”

	Ronald Lam, General Manager Sales and Distribution

“I take great pleasure in coaching and encouraging 	
	my trainees to improve. Their success gives me a 	
	tremendous sense of job satisfaction and in turn 	
	motivates me to excel.”

	Lucy Tsui, Inflight Service Manager/Learning and 
	Development Executive

Canada

Japan

Korea

UK

Malaysia

Philippines

Singapore

USA
Taiwan

Thailand

Indonesia
China 

Hong Kong

India
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5%

2%

Sri Lanka

53%  

2%  
1%  

3%  

6%

3%

4%
4%

2% 4%

Nationality Mix in 2009 

Cathay Pacific Cabin Crew
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Ian’s career with Cathay Pacific began in 1978 as sales representative 
in Sydney. After spending 30 years in sales, marketing and commercial 
management in the Sydney town office, he decided to make a bold 
move. He became Sydney’s new Airport Services Manager, working 
much closer to customers. 

“Cathay Pacific’s support for my move to the airport was fantastic. I 
met virtually every department that I needed to, sat with more people 
than I can remember, took enough notes to confuse me, and it hasn't 
stopped since. I am blessed with a very good team.
 
“I am fortunate that I came to Cathay Pacific when it was very young 
and my basic manual airline knowledge served myself and Cathay 
Pacific well. Today though it's all about automation and keeping up with 
this has definitely helped in providing me with opportunities at Cathay 
Pacific when they arise.
 
“Working at Cathay Pacific for more than 30 years has kept me in 
touch with many human aspects of life because our product is all about 
customers and customer service development.”

Progress against 2009 actions

Promote cultural awareness and language skills	 4

Increase awareness of all policies relevant to employees, particularly 	 ongoing
the company’s CSR-related policies

Agenda for 2010

Provide better preparation and support for new recruits of flight attendants, by means of an 
online website called the Flight Attendant Learning Zone

Encourage staff in bringing new ideas for operational improvement 
(e.g. 2010 Chief Executive Award on Innovation)

Publish e-case studies in Learner‘s World to share learning on customer service for cabin crew 

Ian Stark
Airport Services Manager
Sydney

Susan Liao 
Purchasing Manager 
Marketing and Inflight Sales 
Cathay Pacific

Susan joined Cathay Pacific as a Flight Attendant in May 1987, then 
spent over five years working in Cathay Pacific’s loyalty clubs such as 
the Marco Polo and the Young Discoverer’s Club. She then later joined 
the inflight entertainment team related to developing the interactive 
system. In late 1998, she moved into purchasing in the marketing 
department before transferring to Cathay Pacific Loyalty Programmes. 
In 2004, Susan rejoined the purchasing department for marketing, 
dealing with a number of diverse projects and learning something new 
every day. 

“I did not fly for very long. When I got married and had children, I 
started looking for a ground staff role to take care of my family. We 
have internal vacancies on our intranet and switching jobs is an easy 
option at Cathay Pacific. Management has been very supportive and 
you can approach them at anytime.

“Cathay Pacific is like a big family, the norm is that staff tend to work 
here long term because it provides job stability. If you are willing to 
work hard, there are many opportunities for you to move around and 
experience different roles.”

Simon joined Cathay Pacific as a Graduate Trainee in November 1988, 
and spent three years in different departments mainly on operation, 
maintenance and transportation. He then served for more than ten 
years as Assistant Manager in building ticketing offices and the Cathay 
Pacific City headquarters. In 2000, he was recruited internally as 
Buildings and Support Services Manager to oversee Cathay Pacific 
City operations. With his expertise in building and operations, his 
current challenge is to build a new cargo terminal in Hong Kong.  
 
“Cathay Pacific provides comprehensive training to its staff, I was 
nominated to attend finance management courses in INSEAD and 
project management at Richard Ivey Business School. There are also 
many internal training opportunities including lunchtime staff forums, 
where staff are always willing to share their experiences and learn 
from each other. 
   
 “I was also the organiser of the Running Club and an active member 
of the Trailwalker and Green Power Walk. All these initiatives eventually 
helped me to develop team playing skills and enrich the sense of 
belonging to our company.”

Simon Siu 
Project Manager
Electrical and Mechanical Services, 
Cathay Pacific Cargo Terminal Project

Pict
ure here-pending

Pict
ure here-pending
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Investing in Communities

How we contribute to local communities
Investing in the future: Education and capacity building

We believe it is essential to contribute to the skills development and 
capacity building of young people. This is why we support educational 
programmes at all levels, particularly those linked to the aviation 
industry. We bring this to life through long-term programmes such as 
English on Air, I Can Fly, the Dragonair Aviation Certificate Programme, 
and our support to the Advanced Aviation Education Programme and 
Life Education Activity Programme (LEAP). 

I Can Fly

This unique education initiative aims to increase young people’s 
understanding and skills related to the aviation industry. More than 
3,000 students have graduated since its launch in 2003. This year, our 
San Francisco port launched a local version of the programme. A team 
of 12 high school students participated in a nine-week programme to 
explore various careers in commercial aviation, as well as a weekend 
of community service. The training programme has influenced the 
graduates’ career choices and, as a result, a significant number of 
alumni went on to pursue a career in the aviation industry. 

Our community investment 
management approach
Our commitment to communities is a core part of our Sustainable 
Development Strategy in addition to our focus on the environment 
and our employees. Whilst we have priority areas, we also have a 
flexible approach which enables us to respond to local needs and local 
priorities. As much as possible we seek to involve and engage our 
employees in all our community investment.
  
Through our ongoing dialogue with local communities we can better 
understand and work to address issues and concerns. Before deciding 
upon an approach to community involvement, we recognise that 
we need to understand and assess needs, suitable approaches, and 
potential impact. In Hong Kong, we partner with local community 
groups, NGOs and other institutions, such as neighbourhood councils, 
integrated service centres, district councils, universities and schools.
 
We understand that our community investment must be measured by 
the impact we make for local communities. In 2009, we set ourselves 
a goal to implement a system to measure the impacts and outcomes 
of our community investment initiatives. This is work in progress and 
we are currently examining international best practice and appropriate 
management tools.

Our community investment in 2009 continued to 
connect our activities to aviation, education, medical care 
and the environment. This is rooted in Hong Kong and 
extends to our outports where our employees and local 
offices decide on activities. We support the long-term 
development of the communities we are a part of and 
provide an opportunity for our staff to work on 
meaningful initiatives.

42 The Community
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“Investing in communities is an integral part of our 	
	Sustainable Development Strategy.  Our initiatives 	
	range from flagship programmes such as I Can Fly 	
	and English on Air to smaller projects responding to 	
	specific needs of local communities” 

	Quince Chong, Director Corporate Affairs

English on Air

In 2007, Cathay Pacific launched this educational programme to 
help young people practice their verbal English skills with our 
multinational English-speaking pilots, cabin crew and other staff whilst 
visiting Cathay Pacific City. With the support of more than 270 staff 
volunteers, some 360 students participated in 2009. We introduced a 
mock interview session to help strengthen the confidence of young 
people involved in the programme and prepare them for future job 
searches. Since the programme’s launch, more than 700 students have 
benefited, including students from all seven secondary schools in our 
neighbouring area of Tung Chung.
  

“I used to be quite nervous talking to strangers, 		
	especially in English. Luckily, with a group of friendly 	
	and patient volunteers, I enjoyed the programme a 	
	lot without feeling nervous.” 

	Willis Yim, student from the Ho Yu College & Primary School
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Advanced Aviation Education Programme

Since 2000, Cathay Pacific has supported the Advanced Aviation 
Education Programme, organised by the Hong Kong Air Cadet Corps. 
The programme covers basic aviation knowledge. 23 young people 
have travelled to Melbourne with our sponsorship to take part in 
practical flying training. 

Opening our doors to the community

At Cathay Pacific City we open our doors to visitors and partners for 
non-profit initiatives, making our fully-equipped aviation and training 
facilities more accessible. In 2009, the well-structured tour programme 
served more than 7,300 visitors from 211 different groups of schools, 
universities and NGOs.   

Life Education Activity Programme (LEAP)

We are a major sponsor of LEAP in Hong Kong. The programme uses 
mobile classrooms and specially trained staff to teach school children 
about healthy lifestyles and about the risks of substance abuse, 
including drugs, tobacco and alcohol. In an average school year we 
have more than 80,000 students from 170 schools participating. To 
better serve the primary students in Hong Kong, LEAP introduced a 
new mobile classroom to its fleet in 2009, bringing the total number to 
seven. Two new programmes, ”Cyber Choices” and ”Positive Image”, 
were introduced to the English Secondary Programme in 2009 and 
their parents programme “Safe and Successful” was enhanced with 
two additional units on sex education.

Hong Kong Internship Scheme

In 2009, the Hong Kong Government launched the Internship 
Programme for University Graduates helping new graduates gain 
employment experience. We supported this programme with special 
round-trip fares for students travelling to their placements discounted 
up to 70%.  

Dragonair Aviation Certificate Programme

Since the launch in 2006, 50 cadets have graduated from the 
annual Dragonair Aviation Certificate Programme. The eight-month 
programme provides cadets a valuable opportunity to discover the 
different aspects of a commercial airline. The mentorship scheme 
is an invaluable part of the programme. Some graduates from the 
programme are already pursuing a career in the aviation industry 
including working as pilots for Dragonair.

Contributing to medical care
We support access to essential medical care services, especially for 
vulnerable groups. Our long-term commitments include initiatives 
for the Cathay Pacific Wheelchair Bank, the Hong Kong Society for 
the Blind, the Sunnyside Club for mentally and physically challenged 
children, Project Orbis, and The United Nations Children's Fund (UNICEF).  

Project Orbis

Since 1989, we have been a major sponsor of Project Orbis – the 
world’s only flying eye hospital. The airline sponsors flight tickets for 
Project Orbis personnel, enabling the Project’s volunteer eye surgeons 
to fly into Hong Kong and join the Project Orbis aircraft before it visits 
remote places in countries such as China, the Philippines, Myanmar 
and Mongolia. In 2009, with our support, nine trips were made for 
sight-saving programme planning visits and training of eye care 
professionals.

“The Dragonair Aviation Certificate Programme has 	
	been very successful in nurturing Hong Kong’s future 	
	generation of aviators. We see a bright future for 	
	Hong Kong as an international and regional aviation 	
	hub, which is an ideal place for young people like the 	
	cadets to fulfil their dreams and aspirations.”

	Norman Lo, Director-General of Hong Kong’s Civil Aviation Department

We recently received several Caring Company 
Awards by the Hong Kong Council of Social Service 
(HKCSS). The HKCSS recognises commitment in 
three categories – community, employees and 
the environment. In addition, we received special 
acknowledgment of our excellence in social and 
environmental performance through the Total  
Caring Award (see Pg. 7).
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Cathay Pacific Wheelchair Bank

Set up by Cathay Pacific, this Wheelchair Bank raises funds to purchase 
specially adapted wheelchairs for children with neuromuscular 
diseases. An average of one month’s proceeds from Cathay Pacific’s 
Change for Good inflight fundraising programme is allocated to this 
initiative each year and, to date, more than HK$8.7 million has been 
donated to the Bank. Over the past 13 years, the Wheelchair Bank has 
helped more than 300 children, supported more than 2,100 clinics and 
handled over 4,000 spare-part changes and modifications. 

Engaging our customers: Change for Good 

We launched our flagship inflight fundraising programme Change 
for Good in 1991, encouraging our passengers to donate their spare 
change. More than HK$91 million was donated to the organisation 
over the past 18 years. The money helps to fund UNICEF’s 
immunisation programmes and other projects in over 150 developing 
countries. In 2009, 25 Cathay Pacific employees took part in “Change 
for Good” field trips where they visited various UNICEF-assisted 
centres and schools in Chiang Rai and Chiang Mai in Thailand. The aim 
was to better understand issues affecting the children, including early 
childhood development, basic health care and HIV/AIDS. Employees 
participated in activities with children from various age groups. Another 
15 employees also took part in a oneworld trip to work on a range of 
children’s charity projects in the Toey Klong area of Bangkok.

Support to the  Tung Chung 
community 

Since moving into its corporate headquarters at Cathay 
Pacific City in 1998, we have provided employment 
opportunities and infrastructure for the nearby 
community in Tung Chung. A number of community 
initiatives such as the English On Air Programme and 
charity sale were targeted to serve the Tung Chung 
community. To leverage the strength of our core 
business, we also helped launch Sunny Enterprise – 
Healthy Express Synergy in Tung Chung. This is a food 
processing plant run by the Hong Kong Outlying Islands 
Women’s Association and we helped them by providing 
management and technical advice.  In addition to skills 
and expertise, we are able to outsource some of our food 
processing jobs to this innovative social enterprise.

Engaging our employees 
– Staff volunteering
Our Cathay Pacific Volunteers team was set up towards the end of 
2007 and now has more than 680 members. Our volunteers have 
provided social services to the Hong Kong community, including a 
number of major initiatives in Tung Chung and other locations, such as 
cooperating with Caritas Hong Kong to collect and distribute recycled 
computers to underprivileged students from Sham Shui Po and Tin 
Shui Wai and providing basic computer skills training. We have also 
expanded our work to support meaningful initiatives worldwide.

Members of our Asia Miles programme can donate their miles to 
charitable institutions such as Orbis, Oxfam Hong Kong, Hong Kong 
Red Cross, UNICEF and the C.A.R.E. Housing Society. Members can 
also redeem FLY greener offsets via the Asia Miles, Cathay Pacific 
and Dragonair websites. A total of around 1.8 million miles have been 
redeemed for FLY greener offsets in 2009.
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Responding to local needs 
around the world
We aim to support communities which are 
confronted with humanitarian crises or other 
circumstances that threaten to disrupt community 
life or accentuate social and economic problems, 
including natural disasters such as flooding, 
droughts, tsunamis and earthquakes.  

Sichuan earthquake relief

Since May 2008, more than HK$20 million was 
raised for victims of the Sichuan earthquake by the 
Group and staff of the Group’s two airlines. Most 
of the money was donated to the Hong Kong Red 
Cross to boost relief efforts. The donations were 
used for purchasing emergency relief materials, 
reconstruction of damaged houses and providing 
rehabilitation services to the disabled. Continuing 
the donation effort, more than 6,400 toys and 
stationery items were donated by staff in July 2009 
for children in Sichuan to use in the new school 
year. 15 Cathay Pacific staff went on a field trip to 
Chengdu in December 2009.  

Taiwan typhoon relief

In September 2009, we donated NT$2,200,000 
matching our staff donations, to help the victims 
of Typhoon Morakot, which devastated parts of 
Southern Taiwan.  The money was given to the 
Buddhist Tzu Chi Foundation that has used the 

funds in a number of ways to help the victims. 
The Foundation has helped to build homes in 
affected villages that can now withstand large 
seismic tremors and gale-force winds and has 
built a new community for 1,000 survivors. To give 
the residents a source of income, the Foundation 
opened classes in weaving, wood- and stone-
carving and the making of beaded accessories. The 
survivors of the typhoon also included aboriginal 
people, who are eager to preserve their unique 
language, culture and way of living, in their new 
homes. The classes aim to pass on this ancestral 
knowledge and enable survivors to become 
financially self-sufficient.

Donations to Sumatra earthquake relief

Staff in Jakarta, Denpasar and Surabaya contributed 
29 boxes of clothes and raised money for Yayasan 
Asa Pradana, an organisation which aids victims 
of natural disasters. The money was used to buy 
a generator set for the medical centre, as well 
as supply urgent medicines needed. There was 
enough to also make a contribution to the building 
of a temporary school. 

Reaching out to young bushfire 
victims in Australia

We sponsored free cargo for the Hong Kong Girl 
Guides’ Association to send books to children in 
Australia affected by the bush fires. Most of the 
650 books were collected from the Girl Guides 
and Brownies in Hong Kong and inscribed with 
their words of comfort and greetings to children in 
Melbourne. Cathay Pacific also donated hundreds 
of playing cards and inflight children’s kits. 

“The team has been deeply touched by 		
	the response from all Indonesian staff 		
	to the earthquake appeal. The money 		
	raised will make a real difference 		
	to many devastated lives in the 			
	Sumatran province.” 

	Rob Bradshaw, Country Manager, Indonesia
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Charity flights and relief efforts for 
typhoon victims in the Philippines

Organised by our Philippine cabin crew, over 500 
boxes and nearly 100 bags containing donations of 
food, clothes, blankets and other amenities donated 
by staff and other local groups were sent to the 
Philippines in October to help victims of Typhoon 
Ketsana. Cathay Pacific flew the items to Manila 
free of charge where they were given to the Caritas 
Filipinas Foundation to aid those affected by the 
flooding. 
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1
U.S./ CANADA

Launching local versions of 
our flagship “I Can Fly” 

Programme as well as other 
community-based activities

11
THAILAND

Staff 
volunteering 
focused on 

education and 
HIV and AIDS

2
BANGLADESH

Humanitarian relief

10
SINGAPORE

Student 
internship

programme

8
AUSTRALIA
Humanitarian
relief
(bushfire
victim support)

NEW ZEALAND
Fundraising activities

3
MAINLAND CHINA
A range of education and 
volunteering activities

9
INDONESIA
Humanitarian relief 
(support for victims 
of 2009 Earthquake)

4
JAPAN
Cathay Pacific 
staff supported 
the Japan Oxfam
Trailwalker

12
INDIA

Support for the
local Cancer
Patients Aid
Association

and other
volunteering

activities

7
PHILIPPINES
Humanitarian 
relief and 
community 
activities such 
as beach 
cleaning 
and internship 
programme

6
HONG KONG
Programmes and 
activities focused
on education,
medical care and
the environment

5
TAIWAN
Humanitarian 
relief for those 
affected by the 
typhoon and 
other activities 
such as our 
“Fly Safely 
Campaign”

SOUTH AFRICA
Donations to

local NGOs
and

Christmas Party
for the Elderly

GERMANY
Student internship 

programme

U.K.
Fundraising for 

medical assistance

Some Examples of Our Community Involvement Worldwide
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Social Indicators Table
Indicators	 Units	 2009	*	 2008	̂ 	

Total Group workforce (1)	 no.	 25,693	 **	 20,673

by Location

Hong Kong	 no.	 19,499		  14,542

China	 no.	 840		  848

Outports	 no.	 5,354		  5,283

by Employment Type

Flight Crew	 no.	 2,934		  2,974

Cabin Crew	 no.	 9,163		  9,343

Ground Staff	 no.	 8,212		  8,356

Subsidiary Staff	 no.	 5,384		  n/r

by Gender (1)

Female	 %	 54		  60

Male	 %	 46		  40

by Age Group (1)

Under 30 years old	 %	 27		  28

30-50 years old	 %	 61		  62

over 50 years old	 %	 11		  9

Senior Management from Local Community (6)	 %	 92		  n/r

Employee Yearly Turnover Rate (7)

Flight Crew	 %	 12		  11

Cabin Crew	 %	 2		  1

Ground Staff	 %	 4		  6

Subsidiary Staff (5)	 %	 5		  n/r

Lost Time Injury Frequency Rate (8) (9)

Cathay Pacific 	 rate	 37.3		  59.5

Dragonair	 rate	 38.5		  54.0

Subsidiary Staff (3)	 rate	 23.9		  n/r

Indicators	 Units	 2009	 2008

Number of fatalities due to Group operations

Staff (10)	 no.	 3	 0

Contractors working within Group premises	 no.	 0	 0

Passengers	 no.	 0	 0

Average hours of training per year

Flight Crew	 hrs	 49	 79

Cabin Crew	 hrs	 41	 25

Airport Staff	 hrs	 21	 62

Engineering Staff	 hrs	 325	 535

Subsidiary Staff (4)	 hrs	 17	 n/r

Total online learning enrollments	 no.	 133,490	 125,400

Employees covered under collective bargaining agreement (11)	 %	 1.39	 n/r

Employees receiving performance reviews (2)	 %	 100	 100

Human rights screening in investment and procurement practices (2)	 %	 100	 100

Reported incidents of discrimination	 no.	 0	 0

Non-compliance cases on product responsibility issues (2) (12)	 no.	 0	 0

Non-compliance cases on applicable laws and regulations (2) (13)	 no.	 0	 1
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	 * 	Covers Cathay Pacific (CX), Dragonair (KA), and 100% owned Hong Kong-based subsidiaries
	 ^ 	Covers Cathay Pacific (CX), Dragonair (KA)
	 ** 	Only covers CX, KA, CPCS, CHL, HAS, VLS. If taken into account all other subsidiaries, this will total 26,700.

	 (1) 	Includes CX, KA, CPCS, HAS	

	 (2)	 Includes CX, KA, CPCS, HAS		

	 (3)	 Includes CPCS, HAS, VLS (Vogue Laundry)		

	 (4) 	Includes CPCS, HAS

	 (5) 	Includes CPCS		

	 (6) 	Includes Directors only	

	 (7)	Employee Turnover Rate computed as # of leavers/# of staff for each month and averaged on a yearly basis	

	 (8) 	LTIFR is computed as (# of injuries resulting in lost time/total workforce hours) x 1,000,000

	 (9) 	This is now a combined number for each business unit		

	(10) 	Refer to pg. 28	

	(11)	% of employees under collective bargaining agreements are reported where it is applicable 
		  and in accordance with local legislation. We only have data for the Canadian outports 				  

(12) 		 Includes cabin product, marketing and customer privacy						    

(13) 		 Includes anti-competition and corruption	
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Looking Forward:
Our Vision for Sustainable Development

Our new Sustainable Development Strategy is 
part of Cathay Pacific’s continuing journey towards 
recognition as a responsible company, committed 
to taking a lead in the aviation industry. We 
understand that we have to adapt to a world which 
is changing fast and in which concern about carbon 
emissions and climate change will continue to have 
a significant impact on our business. Our challenge 
now is to take our new Strategy and do the work 
necessary to meet the various commitments we 
have set out in this Report. 

The Cathay Pacific brand has always been 
associated with safety, integrity, reliability, quality, 
service and care. The same responsibility towards 
our stakeholders which underlies these values 
also drives our commitment to sustainable 
development.  In the future, this commitment will 
also be an important part of our business strategy 
as we face volatile fuel prices and increasing 
environmental pressures and regulations.

We must also bear in mind the impact that we 
have on communities.  Travel and tourism can 
create huge opportunities for economic growth, job 
creation and wealth generation.  But we must be 
committed to protecting the destinations to which 
we fly, and help where we can to protect culture, 
enhance biodiversity and engage with local people 
to ensure that development is truly sustainable.

Our industry continues to be fragmented and most 
airlines do not even cover their cost of capital.  
We are competing on an uneven playing field in 
which many of our competitors are state-owned 
and receive significant financial and other support 
from  governments.  We need to survive in the 
marketplace and will do so by being innovative, 
by continuing to provide an excellent service to 
our customers and by ensuring that sustainable 
development is part of our differentiation strategy.  
Innovation will be a key element of our success, 
both in how we run our business day-to-day, and in 
the application of new technologies that can reduce 
our environmental footprint.

Cathay Pacific plays a strong role within IATA and 
I have been Chairman of its Board of Governors 
during 2009. We are committed to working with our 
industry partners and jointly tackling some of the 
very challenging environmental issues we face. The 
IATA approach, based on the four pillars outlined in 
this Report, provides a useful roadmap for meeting 
important environmental goals. As an industry we 
now need to take this roadmap and build it into our 
individual airline strategies.

Cathay Pacific has also been part of the Aviation 
Global Deal initiative, representing a small group 
of airlines and aircraft manufacturers which has 
been influential in assisting the industry towards 
setting environmental targets. We have also worked 

with industry partners on the adoption of biofuels, 
although a long-term sustainable solution is still 
some way off in this area.  We will continue to strive 
to do more through these industry initiatives.

We face stiff competition from other airlines, 
but we also recognise that there are alternatives 
to business travel. Video-conferencing is an 
obvious example, but we believe that travel is 
exciting and invigorating in itself and that there is 
always a role for the personal touch in business 
dealings.  Reports of video-conferencing (or other 
technologies) causing the death of business travel 
are, I believe, greatly exaggerated! 

The long-term health of our business will be 
sustained through ensuring that we do an excellent 
job for our customers, and making our services 
available at a competitive price. To succeed in these 
efforts, we depend heavily on our high quality 
workforce. We will therefore continue to recruit the 
best talent, provide our people with high quality 
training and reward them appropriately. We will 
also make sure that we continually enhance our 
systems, procedures, facilities and products. 

The industry faces many social and environmental 
challenges, many of which we have discussed 
in this Report. But at Cathay Pacific we have 
demonstrated that we have taken a lead on many of 
these issues, and this leadership will help to deliver 
success for our business and all its stakeholders.

Tony Tyler
Chief Executive
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Stakeholder Review Committee
A Stakeholder Review Committee was set up for the first time in 2009 to ensure 
that our Report is balanced, relevant and responsive. A representative  from each 
stakeholder group engaged during the year was invited to provide feedback – our 
corporate frequent flyers, environmental NGOs, institutional investors, and suppliers. 

Review process
The Committee reviewed a detailed outline of the final version of the report in early 2010 
and were asked to respond to two questions:

1.	Has Cathay Pacific selected the most important topics for the Report?

2.	How well has the Report responded to stakeholder interests?

We feel that Cathay Pacific has demonstrated a 
clear commitment to social and environmental 
responsibility. The Report is well structured and 
clearly outlines the company’s goals and approach. 
It is clear that their senior management are engaged 
with the sustainable development challenges facing 
the company. 

Through reporting on subsidiary companies, 
Cathay Pacific is trying to widen the scope of their 
responsibilities. We are impressed by the expanded 
scope of their reporting in 2009. The next step is for 
Cathay Pacific to start reporting on other parties, 
including major parts of its Supply Chain and 
companies where they have major shareholding or 
other interests.

Cathay Pacific has incorporated different 
stakeholder interests into their reporting 
framework. The ongoing engagement with a range 
of stakeholders demonstrates a willingness to 
listen and learn from others. 

We think that many stakeholders are not fully 
aware of the scale of efficiency improvements that 
the airline industry has been making. This is one 

The Committee’s response

Simon Hague
Executive Director, Morgan Stanley
 

Craig Murdoch 
Assistant General Manager Commercial, HAECO
 

Simon Powell
Head of Sustainable Research - CLSA
 

Dr. William Yu
Head of Climate Programme, WWF Hong Kong

The views expressed are based on individual’s perceptions and do not necessarily represent 
those of their respective organisations.

of the reasons why it is important for the company 
to better communicate their achievement in this 
area, for example, the move to wide-bodied aircraft 
and the significant reductions in CO2 emissions 
per passenger per kilometre that we have seen in 
the last 20 years. We would suggest that Cathay 
Pacific report on measures of CO2 emissions dating 
back as far as possible along with a chronology of 
technological changes and major initiatives in future 
reports, using their own fleet profile as an illustration. 
A discussion of further possibilities for increasing 
energy efficiency in the future would be valuable.
 
As stakeholders, we are also keen to understand 
more about the risks facing the company and the 
opportunities to promote good human resource 
practices that go beyond legal requirements. 
Cathay Pacific could also expand its reporting on 
government regulation and details of how the 
company compares to its industry peers. 

Going forward it would be good to see if, as an 
industry, aviation is looking to partner with other 
industry groups to achieve mutual sustainable 
development goals.  
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BMT Asia Pacific Limited (BMT) was appointed by Cathay Pacific Airways 
Limited (Cathay Pacific) to verify the content of its Sustainable Development 
Report 2009 and to check its application of the Global Reporting Initiative 
(GRI) Third Generation (G3) Sustainability Reporting Guidelines.    

Objectives
The verification process intends to provide Cathay Pacific’s 
stakeholders with an external assurance of the accuracy and 
completeness of information presented in the Report.

This Statement is issued based on Independent third-party opinion – 
BMT was not involved in any aspects on the preparation of the Report.

Approach
•	During the verification process, a series of data reviews and on-site 	
	 interviews were conducted between December 2009 and March 	
	 2010 with Cathay Pacific’s representatives. 

•	BMT reviewed the randomly selected statements, claims and 	
	 reported figures; examined the supporting data and documented 	
	 evidences, plus data collation systems. Where further investigation 	
	 was necessary to confirm claims, additional information was 	
	 requested and reviewed.  

•	The report content is benchmarked against the GRI A+ application 	
	 level. As not all of the GRI G3 standard disclosures are presented in 	
	 the Report, BMT also checked references to Cathay Pacific’s Annual 	
	 Report 2009.  

Results and Commentary
Report Accuracy

•	Data collection mechanisms and information management systems 	
	 are considered as robust, systematic and effective. Specific data 	
	 used to support claims and compile reported figures were correctly 	
	 retrieved and appropriately interpreted.

•	The statement and claims made in the Report examined by 		
	 BMT represent an accurate account of Cathay Pacific’s actions 	
	 in 2009. For the selected outstanding claims and figures that were 	
	 deemed questionable during the verification, Cathay Pacific has 	
	 made amendments in accordance with BMT's suggestions.

Report Coverage and Relevance

•	Expanding from Cathay Pacific’s previous report boundary, this 	
	 Report covers the significant environmental, economic and social 	
	 impacts arising from the activities of the Hong Kong-based 100% 	
	 owned subsidiaries.

•	Cathay Pacific has firstly developed a materiality evaluation process 	
	 to define what should be considered in the Report. No material 	
	 factors were found omitted in this process. Most of the concerns 	
	 raised during stakeholder engagement were addressed in the 	
	 Report.  

Verification Statement

Conclusions

•	The Sustainable Development Report 2009 has demonstrated 	
	 Cathay Pacific’s dedication in engaging with sustainability issues, 	
	 which sets a positive example within the aviation industry.    

•	BMT confirms that Cathay Pacific has achieved GRI Application 	
	 Level A+ in its Sustainable Development Report 2009.  

Recommendations for Future Reports

Cathay Pacific is encouraged to:
•	Set up more quantitative targets and goals, and increase reporting 	
	 transparency on the process of achievements.

•	Enhance graphical presentations and historic comparison 		
	 of environmental and social performance data in order to improve 	
	 the report readability.  

•	Report more explicitly on Cathay Pacific’s top management 		
	 response in addressing different stakeholders’ concerns.  

	

	 Derek Ho
	 Associate Director
	 BMT Asia Pacific Limited
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Independent Assurance Report on Greenhouse Gas Emissions Data 
to the Directors of Cathay Pacific Airways Limited

Introduction
We have been engaged by the directors of Cathay Pacific Airways 
Limited (the “Company”) to perform an independent limited assurance 
engagement in respect of the Company’s Greenhouse Gas Emissions 
Data for the year ended 31 December 2009 (the “GHG Data”) as set 
out on page 14 of the Company’s Sustainable Development Report 
(“SDR”) and identified with a  .  We were not engaged to report on the 
GHG Data in the years prior to 2009.

Directors’ responsibilities
The directors’ are responsible for preparing the GHG Data in 
accordance with the Company’s GHG Emissions accounting and 
reporting policies (“the Reporting Criteria”) as set out in 
www.cathaypacific.com/sdreport.

This responsibility includes designing, implementing and maintaining 
internal controls relevant to the preparation and presentation of the 
GHG Data and applying an appropriate basis of preparation; and 
making estimates that are reasonable in the circumstances.  

Independent Accountants’ responsibilities
Our responsibility is to form an independent conclusion, based on 
our limited assurance procedures, and to report our conclusion 
solely to you, as a body and for no other purpose. We do not assume 
responsibility towards or accept liability to any other person for the 
contents of this report. 

We conducted our limited assurance engagement in accordance 
with the International Standard on Assurance Engagements 3000 
“Assurance Engagements other than Audits and Reviews of Historical 
Financial Information”.  This Standard requires that we comply with 
ethical requirements and plan and perform the assurance engagement 
to obtain limited assurance on whether any matters come to our 
attention that causes us to believe that the GHG Data is not properly 
prepared, in all material respects, in accordance with the Reporting 
Criteria. 

In a limited assurance engagement the evidence-gathering procedures 
are more limited than for a reasonable assurance engagement, and 
therefore less assurance is obtained than in a reasonable assurance 
engagement. The procedures selected depend on the independent 
accountants’ judgement. Within the scope of our work we performed 
amongst others the following procedures:

•	Making enquires with relevant management of the Company

•	Understanding and evaluating the design of key processes for 	
	 managing and reporting the GHG Data

•	Testing, on a selective basis, the preparation and collation of the 	
	 GHG Data prepared by management of the Company

•	Examination on a test basis of documentary evidence (both 		
	 management and third party) in respect of the GHG Data

•	Undertaking analytical procedures of the GHG Data

Inherent limitations
We draw your attention to the fact that non-financial performance 
information is subject to more inherent limitations than financial 
information, given the characteristics of the subject matter and the 
methods used for determining such information.  In particular, the 
conversion of fuel used to determine the greenhouse gas emissions is 
based upon, inter alia, information and factors derived by independent 
third parties as explained in the Reporting Criteria. Our assurance work 
has not included examination of the derivation of those factors and 
other third party information. It is important to read the GHG Data in 
the context of the Reporting Criteria.

Conclusion
Based on the results of our procedures nothing has come to our 
attention that causes us to believe that the GHG Data for the year 
ended 31 December 2009, is not properly prepared, in all material 
respects, in accordance with the Reporting Criteria.

PricewaterhouseCoopers
Certified Public Accountants
Hong Kong

16 April 2010
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Data collection and calculation process 
For assumptions and the specific scope of our data 
collection and calculation process, please refer to our 
Sustainable Development Report website 
www.cathaypacific.com/sdreport.

In the past year we have been developing internal checks 
to ensure that our performance data is as accurate as 
possible. This is the first year where we have consolidated 
data from our subsidiaries and some outports and it has 
been a challenging experience. In general, we require data 
owners to confirm the accuracy of their data either through 
documentary evidence or past operational performance. 
The Environmental Affairs Department approves and 
checks the data for any material errors. We realise that we 
need to improve on this process to ensure that our data 
collection and calculation process is more robust. We are 
working with external consultants to ensure that more 
controls are in place in the medium term.  
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