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As I travel around our network, journa l i sts

a lways ask the same question - What is

the secret?

I t ’s d iff icu l t to pu t a f inger on it ... bu t I

experience it dur ing the n ight as I chat with

cheerfu l g round crews, working round the

clock at Duba i Internationa l Ai rport to

ma inta in punctua l ity for Emirates and 100

other carr iers, despite the extensive

reconstruction projects; I see it on board

where Emirates not on ly offers phones,

faxes and f i lms, bu t a l so def ibr i l lators; I

watch our off-du ty men and women

becoming champions in offshore power

boat racing, cr icket, rugby and

wakeboard ing ... and I hear about it from

gratefu l , not so ag i le passengers gu ided

th rough the a i rport by our Marhaba lad ies.

And I ’m convinced the secret i s .... our

passion for qua l ity.

Th is pass ion surfaces th roughout the

Group wherever we do business: in the

latest IT systems created by Mercator, our

on-time inaugura l arr iva l at a new station

l i ke Osaka, our best-dea l negotiations for

fuel and a i rcraft , our psychometr ic testing

of new recru its from more than 100

nationa l ities, our sporting sponsorsh ips

and our l itt le-known contr ibu tion towards

the protection of Duba i ’s desert. When it

comes to the envi ronment, the Al Maha

Desert Resort wi l l soon form the core of a

new 225 square ki lometre Duba i Desert

Conservation Reserve, near ly 10 times

bigger than the or ig ina l 25 ki lometre s ite

and taking up a lmost 5% of Duba i ’s desert

land area; we have a l so bred some 60

Arabian oryx at the reserve, wh i le Dnata

Cargo staff have a l so played a mean ingfu l

role in help ing to keep Duba i ’s beaches

c lean .  The Emirates Group partic ipates in

the World Travel and Tourism Counci l and

is a member of Green Globe 2 1 .  

In fact , we are active ly promoting Duba i

as the 2 1st century’s most exciting c ity for

commerce and tour ism with a d ifference.

I t ’s a good time for an av iation

company to be based in Duba i where a

vis ionary Government conf ident ly plans

and bu i lds for the fu ture, i nv iti ng not on ly

its c iti zens bu t expatr iates, too, to share in

its success by own ing property in

developments l i ke the Duba i Mar ina, the

Pa lm offshore i s land, Arabian Ranches and

Emirates H i l l s.  The infrastructure for

tour ism and conferences, i n the

Manhattan-l i ke sky l ine a long the Sheikh

Zayed Road and on the shore l i ne, changes

continuous ly as more innovative des igns

create an arch itect ’s parad ise.

At the a i rport , too, the Government is

making a crucia l mu l ti-mi l l ion dol la r

investment in a new revolu tionary

expansion of the a l ready fu tur istic complex

which wi l l i ncrease the capacity to 60

mi l l ion passengers a year by 2012 - and in a

mega cargo centre capable of hand l ing one

mi l l ion tonnes of freight , provid ing

Emirates with an exclus ive termina l from

2007. Emirates, too, i s play ing a major part

in help ing Duba i Internationa l Ai rport to

become a g loba l hub.

Not counting the benef it to the

Chairman’s Review
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The Emirates Group had another record-breaking year. We earned a prof it

of US$ 285.7 mi l l ion (Dhs 1 ,048.5 mi l l ion) on revenue of US$ 2,790.2

mi l l ion (Dhs 10,240.2 mi l l ion) carry ing 8.5 mi l l ion passengers and 525,188

tonnes of cargo.

A great way to start an annua l report !

Bu t I must point ou t that th is success does not come au tomatica l ly,

or by chance, bu t i s the consequence of rea l teamwork by our

experienced and professiona l management and staff who have the abi l ity

to combine hard-nosed, cost-effective measures with a people-to-people

persona l touch .

Sheikh Ahmed is welcomed

at Kansa i Internationa l

Ai rport, Osaka.



community of our a i r services and long-

term, unsubsid ised prof itabi l ity, the

Emirates Group makes a major contr ibu tion

to the Duba i Gross Domestic Product.  In

the f inancia l year under review, the

contr ibu tion of the Group to the Duba i

economy was US$ 1 ,100 mi l l ion (Dhs 4,037

mi l l ion) in d i rect expend iture, plus a

conservative estimate of an add itiona l US$

1,650 mi l l ion (Dhs 6,055.5 mi l l ion)

independent expend iture by th i rd parties -

a tota l of US$ 2.75 bi l l ion (Dhs 10 bi l l ion). 

We are, i ndeed, fortunate to be in a part

of the world where the economy is

booming, for when we compare our

resu l ts with those of the world av iation

industry in genera l they seem a lmost

surrea l . I n the past year g loba l a i r l i ne losses

topped US$ 13 bi l l ion, fol lowing the US$ 18

bi l l ion the prev ious year. I n other words,

the industry has lost i n the last two years

the equ iva lent of the tota l prof it made by

a l l carr iers s ince 1945.

I t i s, therefore, a d iff icu l t task for me to

pred ict our resu l ts for next year wh i le

many of our col leagues, particu lar ly in the

USA, are being warned of more red ink with

losses ra in ing down on them.

To pu t the industry into perspective:

there are a number of carr iers, especia l ly in

Asia , who are sti l l return ing hea l thy

ba lances and IATA is forecasting a world-

wide grow th of 6.4 % in passenger traff ic in

2003 with an average of 3.3 % per year

unti l 2006 ... hopefu l ly there is l ight at the

end of the tunnel for everyone.

The Emirates Group wi l l continue its

bu l l i sh ways for the 2003/4 f inancia l year

and I am expecting yet another record year.

For the Em i rates Group, I am p leased

to announce a bonus for a l l ou r

employees and a d iv idend of US$ 65.4

m i l l ion (Dhs 240 m i l l ion) to be pa id to

the ownersh ip.

Last , bu t not least , I wou ld l i ke to thank

our ded icated, pass ionate staff for thei r

hard work and accompl ishments, wh ich

were qu ite extraord inary.

Ahmed bin Saeed Al-Maktoum
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Sunset at Duba i Marina - yet

another exciting res identia l

development.

HH Sheikh Ahmed bin

Saeed Al-Maktoum

Cha irman of 

The Emirates Group
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How amaz ing ly th is industry has g rown.

When I joined BOAC in 1953 it was, as I sa id,

a world-lead ing, longhau l a i r l i ne, and

carr ied in that year 247,000 passengers and

1,200 tonnes of cargo.  Last year Emirates,

stand ing at abou t 20 th in s i ze of

internationa l a i r l i nes (bu t moving fast up the

table), carr ied 8.5 mi l l ion passengers and

525,188 tonnes of cargo. 

C loser to the present, in the pages of

our annua l report from six years ago, I note

that at that time Emirates had 19 a i rcraft -

A310s, A300s and B777s with an average

age of f ive years, served 41 destinations,

carr ied th ree mi l l ion passengers and 1 59,720

tonnes of cargo. I t was a record year. M ind

you, I have to add that each of our 17 years

has been a record year.

In th is annua l report , we l i st a f leet of

46 a i rcraft , a l l of them Boeing 777s and

Ai rbus A330s (with just one re lative ly sma l l

A310 rema in ing), with an average age of

th ree years, serving 64 destinations and

Emirates now among the f ive most

prof itable internationa l passenger a i r l i nes in

the world.

Looking ahead, in the year 2010 we

forecast that Emirates wi l l carry 29 mi l l ion

passengers and 1 .5 mi l l ion tonnes of cargo

in 120 a i rcraft.  That’ s what Duba i does for

you, with its v is ionary dynamism and its

idea l location as the g loba l a i r transport hub

of the 2 1st century.

Ever s ince we started in 1985 we have

operated under Duba i’ s invigorating Open

Skies reg ime, and fu l ly support its no

subsidy-no protection pol icy.  Th is tough

envi ronment for the res ident a i r l i ne has

helped us to become a carr ier wh ich can

compete with the best of the world’s

a i r l i nes.  There were 55 a i r l i nes serving the

UAE at that time.  Now there are over 100.

For both Duba i and the industry,

competition works. We prefer that

competition to be fa i r, and not to come

from a i r l i nes wh ich are heavi ly subsid ised

or protected, or both, by thei r

governments. Even that we can l ive with .  In

fact , we have to.

In a desperate ly wobbly year for the

world’s a i r l i nes, we rema ined on course for

ach ieving yet another target as we kept

moving the goa lposts in our quest for

Emirates to become a g loba l brand.  Dnata,

too, in its 44th year continues to f ind its

way into the record books ... at Duba i

Internationa l Ai rport hand l ing 16.5 mi l l ion

passengers and 399,193 tonnes of cargo.

Emirates not on ly bucked the industry

trend by making a prof it instead of a loss,

bu t we were at last able to report a ha l t in

the decl ine of the y ie ld wh ich had been

dropping stead i ly for a number of years.

The y ie ld showed an improvement of 2.1 %

helped, admitted ly, by the strength of the

pound and the euro aga inst the dol la r, a

factor wh ich for severa l years had

previous ly been working aga inst us.

Group Managing Director’s Review

The Emi rates Group
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I read recent ly in a book of spoof memoirs: “ I now presume to make a

wanton, bu t persona l , intrus ion into what has h itherto constitu ted a

r igorous ly impersona l record.” I am celebrating - and that rea l ly is the r ight

word - my 50 th year in c iv i l av iation, wh ich fol lowed two years as a

navigator in the RAF, so 52 years in the company of a i rcraft and thei r

people.

I started as a tra inee with BOAC, Br iti sh Ai rways predecessor, and a

top-notch longhau l a i r l i ne.  I was in BA sen ior management in 1978 when a

l ife-decid ing, possib ly career-ki l l i ng, choice came up - rema in, or accept a

temporary secondment to the Government of Duba i .  Fast-growing Duba i

looked good for a couple of years, to get over a desperate hump of school

and un ivers ity fees.  Then, who knows? And here I am, 25 years later, with

one of the most satisfy ing jobs in a i r transport and a member of a g reat

team under a br i l l iant Cha i rman . 

The planned Operations

Centre open ing at the end

of 2004.



Throughout, both Emirates and Dnata

staff have been conscious of the need to

save costs withou t affecting the qua l ity of

our service. Th is i s ref lected in the revenue

per employee (exclud ing subsid iar ies)

wh ich increased by 18.2% to US$ 164,412

(Dhs 603,392).

An unusua l strength of the Emirates

Group l ies in its d ivers ity of nationa l ities, a l l

l i nked together by thei r commitment to

Emirates and Dnata, and a business model

wh ich is not taught in any business school ,

nor subscr ibed to by any renowned

management guru or consu l tant.  We

bel ieve that every s ing le member of our

fami ly shou ld be treated with the same care

and understand ing, no matter what position

he or she holds, no matter from what

country they orig inate ... we ask on ly that

they be experienced, ski l led profess iona ls

and spend more time than thei r col leagues

in other compan ies making sure customers

receive va lue for money.

At the present time, Emirates is probably

the biggest current purchaser of new a i rcraft

in the world.  The announcement of new

orders is the f ina l act of a process which

takes months, even years, of comprehensive

assessments of a i r frames, engines,

performance data and a lso the start of the

next step to find hundreds of mi l l ions of

dol lars of money from our own resources

and from banks and financia l institu tions

who wish to invest in the a i rcraft.

An aviation group is not just abou t

a i rcraft and thei r markets, and a i rport

equ ipment, bu t a l so about inf luencing the

fu ture shape of what are now becoming

known as Ai rport C ities.

I n the case of Emirates and Dnata th is

has meant our being able to be involved

with Duba i C iv i l Aviation in d iscuss ions on

the fu ture faci l ities at the a i rport wh ich the

Cha i rman has descr ibed in h is review.  On

track for Emirates for completion in 2004 is

a new Techn ica l Centre with e ight hangars

at the a i rport and a new Operations Centre,

cover ing 600,000 sq metres,  planned to be

ready by 2004 year end.

Even after so many years of our

re lent less march forward, I am a lways

amazed and del ighted to see the Group

increase its prof it compared to the previous

year by a pleas ing 74%.

Th is report i s the story of an unusua l ,

enthusiastic band of specia l i sts, representing

more than 100 nationa l ities, banded and

bonded together by a common endeavour

to create qua l ity products on the world’s

travel scene ... it i s a non-f ic tion work,

though sometimes the exploits of our staff,

on and off-du ty, sound l i ke f ic tion ! 

I thank them a l l for a job wel l done.

Maurice Flanagan
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Th is is a non-f ic tion

work, though sometimes

the exploits of our staff,

on and off-du ty, sound

l i ke f ic tion !
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Commercia l

The success of Emirates has a lways been

due to the cu lmination of team efforts from

many d ifferent departments. The

Commercia l Operations’ contr ibu tion to th is

aston ish ing year has been the resu l t of

integrating a h igh ly motivated and

innovative sa les staff with an abi l ity to

accurate ly forecast traff ic f lows and

projected revenue.

Key ach ievements were the launch ing of

new services to Casablanca, Khartoum,

Perth, Osaka, Coch in and Mauriti us. I n

add ition, there were capacity and

frequency increases on London Heath row,

London Gatwick, Johannesburg, Teh ran,

Ri yadh, Kuwa it , Par is, Frankfurt and Mun ich .

To support th is development, increased

off ice space was taken in London and

Frankfurt and there was a further

expansion of the Manchester ca l l centre

wh ich now hand les ca l l s from Germany,

France, I ta ly and Switzer land.  An example

of g loba l i sation on the ca l l centre front is

the fact that overf low ca l l s from our Long

Is land ca l l centre in New York are now

hand led in Mumba i .

A new off ice was opened in Ma l ta to

replace our Genera l Sa les Agent

representation and Emirates a l so moved to

bigger off ices in Toronto in March 2003.

We have invested in the development of

our IT-based decis ion support systems l i ke

the new pric ing and y ie ld management

point-of-sa les control systems, plus the

web-based fu ture sa les and plann ing

programmes. Another step forward wi l l be

the introduction of a new Internet booking

eng ine to support the grow th of on l ine

sa les, wh ich wi l l later cover hote l bookings,

car h i re and tour packages, joint ly

developed by Data lex and Mercator.

Motivation was h igh at the annua l

Commercia l Conference, attended by 450

delegates, where the fu ture v is ion of the

company was reinforced and strateg ies

shared to help focus sa les efforts on

corporate traff ic .

Commented Gha ith Al Gha ith,

Commercia l Operations Di rector “Th is

was a remarkable effort by everyone.

We reversed the industry trend and

strengthened our position in the g loba l

marketplace.”   

SkyCargo

During the year SkyCargo carr ied a record

525,188 tonnes and was responsib le for a

19.3% contr ibu tion to the a i r l i ne’s operating

revenue.  With the revenue increasing by

48.8% and tonnage by 31 .1% compared to

the previous year - and a grow th in y ie ld

of 1 1 .7%, SkyCargo rema ined f i rm ly as

market leaders when compared with the

performance of carr iers with a s im i la r

f leet mix.

In add ition to the passenger/cargo

destinations previous ly mentioned, two a l l-

The Airl ine

Emi rates
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As both the Chairman and Group Managing Director have stated, it was indeed

a remarkable, record-breaking year. Emirates has not deviated from its basic

plan which started in October 1985 - to become a global airl ine, to be profitable

through growth and to be the best airl ine on every route we fly. Our value for

money approach to the airl ine business coupled with intense attention to the

macro and micro has again won us more than 20 awards in the past year. 

“We bel ieve successful sides are the ones who can keep al l their star players

whi le recruiting others to adopt the same winning ways ... at Emirates we have

been fortunate to maintain our position at the top of the Premier League by

doing just that.  This year we expect to be among the five most profitable

international airl ines in the world - and the 20th largest.

We are now on target to have a fleet of more than 100 aircraft by 2010

serving some 80 cities around the world.

Gha ith Al Gha ith (left) at the

press launch of Emirates’

sponsorsh ip of the FI FA

World Youth Cup 2003.

Tim Clark,
Chief Director Airl ine



cargo gateways were opened to

Shangha i and Liege. We a l so operated

Boeing 747-400F and 747-200F freighters

(leased from At las Ai r).

Networkwide there was low market

demand in the f i rst quarter of the year, an

upturn in the second and th i rd quarters,

particu lar ly in the Pacif ic Rim and Ch ina

(with h igh freight demand in the USA due

to the industr ia l action at the USA West

Coast seaports) and a s lowing of European

imports in the fourth quarter.  Demand in

the Midd le East rema ined h igh th roughout

the year.

SkyCargo took over the management

and operation of its own ded icated cargo

centre in Duba i from Apri l 1 st performing

mirac le-l i ke tasks to hand le over ha l f a

mi l l ion tonnes dur ing the year, with peak

da i ly ou tpu ts often exceed ing 1 ,500 tonnes.

Bu t these f igures wi l l be dwarfed by

the development planned for the one

mi l l ion tonne capacity Mega Termina l when

it i s opened by 2007.  A ded icated

Per ishables Centre was opened in February

2003 and the des ign for the Duba i F lower

Centre was f ina l i sed with construction now

underway for completion in 2004.  Our

investment continues in fre ight

management systems and IT appl ications

with SkyCha in becoming the f i rst-choice

information and data tool for our

customers and users of Emi rates serv ices.

Some 14% of SkyCargo bookings are now

received on l i ne th rough SkyCha in and th is

f igure i s i ncreas ing month by month .

SkyCargo’s intention i s to promote and

fac i l i tate tota l log istics solu tions, together

with eff ic ient supply-cha in management

and customer serv ice excel lence.

A geograph ic spl it of business shows

revenue coming from Europe and America

(24.4%), Gu l f, M idd le East and Afr ica (2 1 .1%),

West Asia and Pacif ic Rim (54.5%).

In 2004, the f i rst modu le of the

Emirates SkyCargo Termina l Operations

and Inventory Management System is

schedu led to be launched.

Post Off ice ma i l revenues have

increased by 46.6% as a resu l t of in itiatives

undertaken with Emirates Post to introduce

new product l i nes and services, together

with the promotion of Duba i as a reg iona l

d istr ibu tion centre for posta l au thorities

world-wide.

Last bu t not least , SkyCargo aga in won

a number of awards among its peers being

voted Best Ai r l i ne to the Midd le East by

readers of Ai r Cargo News for the 1 5th

successive year, Best Ai r Cargo Carr ier to

the Midd le East by Cargo News Asia for the

8th successive year and Best Ai r l i ne to the

Ind ian sub-continent by Ai r Cargo News for

the 7th year.

1 1

We wi l l have a f leet of

more than 100 a i rcraft 

by 2010.....
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Tim Clark,

Ch ief Di rector

Airl ine

Sheikh Ahmed with Ram Menen,

Emirates Di rector Cargo and 

Emirates Cargo Manager, Shangha i . 



Destination and Leisure
Management

Destination and Leisure Management

reg istered a 22% grow th capacity with over

208,000 c l ients and particu lar ly strong

outbound sa les.

Sa les revenue rose by 14% to US$ 132.7

mi l l ion (Dhs 487 mi l l ion) and staff

productiv ity was increased with greater

focus on cost control resu l ting in un it costs

being reduced by 9%.

Emirates Hol idays reported continued

grow th from the ma in markets of Duba i ,

Ma laysia , UK, Egypt, Tha i land, the Ma ld ives,

Lebanon, Japan, France and I ta ly.  

Al though Emi rates sta rted serv ices to

Maur iti us on ly after the ma in summer

ou tbound season, the i s land parad ise has

qu ickly become a favour ite and exceeded

a l l expectations. 

Largest increase in business has been to:

Ma laysia (up 70%) 

Sou th Afr ica (up 65%) 

Egypt (up 25%)

Turkey (up 42%) and 

Cyprus (up 34%).

Destination Duba i saw an increase of

21% and there was a 5% improvement in

business for the sti l l re lative ly sma l l markets

for EK Hol idays in Afr ica, Asia and Southern

Europe. For the 2003/4 season, Emirates

Hol idays wi l l re lease complete ly redesigned

brochures a l so featur ing the new

destinations of Japan, Ch ina, Belg ium,

Austr ia and the Seychel les (in combination

with Mauriti us). There wi l l be a g reater

choice of d iscovery safar is, cru ises and f ly-

drive itinerar ies.  A winter ski brochure is

a l so planned.

A new soph isticated computer ised

system, Ocean, wi l l go l ive in Spring 2003

provid ing user-fr iend ly Internet access to

a l l Emirates Hol idays products with

immed iate conf i rmation of land

arrangements and Emirates f l ights.

Arabian Adventures continues to

develop its range of products with the new

GMC Yukon veh ic les, the f i rst in the Midd le

East replac ing the current 4-wheel dr ive

f leet.  Th is wi l l g reat ly enhance the

comfort for safar is in the desert.

Dur ing 2003 Arabian Adventures wi l l

develop over-n ight safar is wh ich wi l l open

the “Empty Quarter” to vis iting tour ists.

Arabian Adventures has launched a

fu l l y f ledged operation i n Fuja i rah based at

the newly opened Le Mer id ien Al Aqah

Beach Resort prov id ing a choice of safa r i s,

i nc l ud ing wad i bash ing i n the Haja r

mounta ins, s ightsee ing, shopping tours

and cru i ses.

Arabian Adventures received

appointments by the IMF 2003 organ isers

as Offic ia l Ground Hand ler, by Si lverseas

Cru ise Company as Ground Agent for thei r

ca l l s at Duba i and other parts in the Gu l f,

by the US-based “Vi rtuoso” as “preferred-

on-site” partner and has appointed

ded icated representatives in I ta ly, Japan,

UK, Germany, France, USA and Austra l ia .

The Al Maha luxury desert resort ,

owned and managed by the Emirates

Group, received a number of accolades

inc lud ing “Best Overseas Leisure Hotel 2002

(Afr ica and Midd le East)” by readers of the

Condé Nast Travel ler (UK) magaz ine.

Despite a year with cha l lenges for the

le isure travel markets and for luxury hote l

rooms, Al Maha ma inta ined a h igh return on

operationa l revenues.  I t was encourag ing

to see many overseas vis itors often stay ing

more n ights than on thei r f i rst v is it.

Substantia l work has been carr ied ou t

to enhance the vast s ite of Al Maha in a

The Airl ine
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major conservation dr ive.  There has been a

s ign if icant improvement in vegetation of

the reserve wh ich has led to an abundance

of natura l ly occurr ing wi ld l ife in add ition to

the successfu l re-breed ing programmes,

with 60 Arabian oryx ca lves having been

born in the last 12 months.

By 2003 the faci l ities at Al Maha wi l l be

enhanced inc lud ing larger ind iv idua l

plunge pools for the current 27 su ites

and development of 10 new Bedou in

(luxury) su ites.

Severa l wel l known compan ies have

conducted execu tive meetings at Al Maha.

These inc lude the CFO and Sen ior

Management of Volkswagen launch ing thei r

new luxury “Phaeton” car - to Wel la , the

ha i r company stag ing a major conference

too. 

Skywards

With membersh ip now surpassing 500,000,

Emirates frequent f lyer programme made

sign if icant improvements to provide a

round-the-clock service to its members.

A 24-hour Gold Desk hot l i ne was

launched at the Duba i service centre for

Skywards Gold members.  

Two service desks are now manned in

the Business C lass Lounge at Duba i Inter-

nationa l Ai rport on a 24-hour activ ity basis.

O ther improvements inc luded the

establ i shment of a Skywards Service and

T icketing Desk in the New Ai r l i ne Centre,

Duba i , enabl ing members to have

redemption tickets i ssued and quer ies

hand led.

There are now seven ded icated service

centres worldwide in Manchester,

Melbourne, New York, Colombo, Karach i ,

Duba i and Mumba i .

Skywards won a Fredd ies Award for the

Best Bonus Promotion and readers of

Business Travel ler (Midd le East) voted it the

Best Frequent F lyer Programme in 2002.

New partners who came on board

inc luded Japan Ai r l i nes, Al Ah l i Bank of

Kuwa it and Damas Jewel lers.

The upgraded www.skywards.com

website i s now attracting 50% more vis itors,

he lp ing members to manage thei r accounts

and plan thei r journeys on l ine.

Service Del ivery

We a re proud of the qua l i t y of our mu l ti-

nationa l cab i n crew who, once aga i n , on

and off du ty showed the i r w ide va r iet y

of ski l l s.  Al l ou r Sen ior F l igh t Pu rsers

(2 1), Pu rsers (286) and Sen ior F l igh t

Stewards and Stewardesses have been

tra i ned i n the use of the def i br i l l a tors

wh ich a re ca rr ied on a l l Em i rates a i rcraft -

and wh ich have a l ready saved l i ves.

Du r i ng the yea r some 3,300 cabi n crew

attended Safety and Emergency

Procedures refresher courses - and we a re

p leased to report a l l ou r cab i n crew a re

tra i ned i n F i r st Aid.

Off du ty a number of cabin crew

ach ieved sporting d istinc tion l i ke Khuram

Khan who played for the UAE nationa l

13
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a favourite... 

Cyprus business

increased by 34%.
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cr icket team, wh i le Barbara Hroudova

became the UAE Wakeboard Champion in

2002 and Nata l ie Daher was chosen to

manage the UAE Women’s Karate team.

The cabin crew, as wel l as in-f l ight

service personnel , supported a number of

char ities l i ke the Baby Home in Dhaka, Gu l f

for Good Char ity and ra ised money for

two young re latives of staff suffer ing from

leukaemia and pol io.

Fleet-wise the Service Del ivery

Department is preparing for the introduction

into service of the A340-500, the very long-

range a ircraft in September 2003.

We wi l l recru it approx imate ly 600 cabin

crew br ing ing the tota l number up to 4,403

as we take del ivery of 1 1 passenger a i rcraft

in the next 12 months.

Th is year we introduced a new non-

stop f l ight between Osaka and Duba i on

wh ich we have s ix Japanese cabin crew in

the tota l complement of 14. Specia l

courses are held for our non-Japanese

staff to tra in them in the trad itions and

habits of our Japanese guests.  The menu

on these f l ights has a strong Orienta l

f lavour with a choice of Japanese and

internationa l cu is ine.

A new Operations Bu i ld ing at Duba i

Internationa l Ai rport i s expected to be

ready at the end of 2004 and the Service

Del ivery Department, inc lud ing Cabin Crew

brief ing, wi l l move into these new premises.

Al l in a l l , another superb contr ibu tion

from the Service Del ivery Department

underl ined by the 20-plus internationa l

awards wh ich we won for qua l ity of in-

f l ight service, cabin crew and cu is ine.

Customer Affa i rs and 

Service Audit

The col lective activ ities of the Customer

Affa i rs and Service Aud it Department

worldwide help to improve services and

product standards.  The service del ivery

products and procedures at the same time

make sure the standard of customer

services a lways rema ins at the h ighest level .  

Dur ing th is year some 1 ,500 ind iv idua l

service aud its were undertaken when 400

Emirates f l ights were aud ited by our in-

f l ight inspectors and 20 a i rports v is ited by

the ground inspectors. The past year has

a l so seen the introduction of our nationa l

management tra inees undertaking service

aud its, so we can ref lect the service needs

of our Arabic speaking passengers.  

The new strategy of the Department i s

to centra l i se customer re lations and serv ice

regu latory activ ities and mon itor Emi rates

overseas stations with a h igh passenger

th roughpu t such as Mumba i , Melbourne,

and New York. Customer Affa i rs and

Service Aud it has a l ready introduced a

ded icated business un it i n London taking

care of customer concerns in the UK and

I re land.  The focus of the product

mon itor ing and serv ice aud it , on the

ground and in the a i r, covers areas such as

passenger and cargo reservations, Emi rates

Hol idays, Dnata Baggage serv ices,

Passenger Ai rport check-in and on-board

passenger exper iences.  

Plann ing, Internationa l and

Industry Affa i rs

Ten new a i rcraft entered commercia l

service dur ing the year.  Seven Boeing 777-

300s and th ree A330-200s wh i le two

a i rcraft were phased ou t of the f leet ,

namely one A310-300 and one A300-600

making the f leet s i ze 46 passenger a i rcraft

by the end of the year (as wel l as one 747-

400F freighter). In a l l a reas of the world
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Emirates increased frequency and capacity. 

Internationa l Affa i rs played an

important role in improving traff ic r ights

to the People’s Republ ic of Ch ina, Tha i land,

Ind ia , Kenya, Nepa l , Sr i Lanka, Cyprus,

Germany, Switzer land, Egypt, Saud i Arabia

and I ran .

New codeshare agreements were

concluded with Japan Ai r l i nes, Ai r Ind ia , Ai r

Mauriti us and SNCF French Ra i lways. The

Department continued to represent

Emirates at the IATA Agency and Services

Conference for passengers and cargo as

wel l as at the Globa l Advisory Groups for

Bi l l i ng and Sett lement Plans and Cargo

Accounts Sett lement Systems.

From an IATA/ICAO perspective,

Industry Affa i rs a l so mon itors industry

pol icy matters involving:

GATS (Genera l Agreement on Trade  

and Services) 

Advance Passenger Information

Den ied Board ing Compensation  

Schemes

Open Skies

Aviation Insurance

Slot Al location

Anti-Dumping (Ai r l i ne Pr ic ing)

New Aviation Related issues from the  

EU/USA

Aviation and the Envi ronment.

The Market Research un it c lose ly

mon itors customers’ needs and

requ i rements wh ich helps in the continued

development of new and ex isting products

and services.  Dur ing the year the

Department has introduced numerous web-

based surveys wh ich have been successfu l

in help ing to improve the Group’s websites

and booking eng ines.

Group Safety
As part of the company-wide safety 

programme, Group Safety organ ised

workshops involving 80 sen ior managers

wh ich introduced the concept and

ph i losophy beh ind the Integrated Safety

Management System and th is was fol lowed

by one-on-one departmenta l br ief ings.

A Safety Day was held in November and

there were regu lar meetings of the

Management Safety Review Committee with

important i ssues reviewed by the Group

Manag ing Di rector and a sen ior

management team.

The Group Safety Department

continues to use the latest technology to

mon itor a i rcraft operations for optima l

safety performance, and work is in

progress for the development of a Safety

Threat and Management Gu ide wh ich is

intended to ass ist l i ne management in day-

to-day safety issues.

Emirates active ly partic ipates and

supports internationa l safety bod ies, being

a member of IATA STEADES (Safety Trend

Eva luation, Ana lysis & Data Exchange

System) steer ing group and the Midd le East

representative for IOSA (IATA Operationa l

Safety Aud it) Advisory Group.

Engineering

During the year, approva l was g iven for the

construction of a new Techn ica l Centre, on

the north s ide of Duba i Internationa l

Ai rport , cover ing an area th ree times the

si ze of the present fac i l ity.  The complex

wi l l be 1 ,200 metres by 500 metres in s i ze

and wi l l i nc lude eight hangars.  Each bay

wi l l occupy an area of 1 1 ,500 square metres

for l ight and heavy ma intenance with a l l

hangars capable of accommodating the

A380 double-decker a i rcraft , wh ich wi l l be

15



del ivered in 2006.  Al l of the hangars wi l l

be equ ipped with state-of-the-art

computer ised docking systems to provide

access to a i rcraft dur ing heavy ma intenance

activ ities.  An eighth hangar wi l l be

ded icated to the wash ing and pa inting of

a i rcraft , taking into consideration a l l the

envi ronmenta l and hea l th requ i rements and

wi l l be f itted with a roof-mounted

te lescopic plat form to provide access for

pa int spray ing.

The ma in store wi l l cover an area of

16,000 square metres and there wi l l be an

eng ine run-up bay with a 25 metre h igh

wa l l and doors to reduce noise to the

surround ing area.

The Eng ineer ing admin istration off ices

and Tra in ing School wi l l be located landside

wh ich wi l l reduce the traff ic f low at the

Secur ity Gate. The school wi l l have its own

workshops and 20 c lassrooms.  There wi l l

a l so be a mu l ti-storey car park provid ing

2,000 parking spaces l inked to the ma in

bu i ld ing with a covered br idge.

The i nsta l lation of Ai rman, a

ma intenance data ana lys i ng tool , has

he lped to m in im ise the number of

d ivers ions and a i rcraft de lays have been

reduced. Ai rman he lps the ma intenance

team to store, trace and manage techn ica l

data i n a more accurate and eff ic ient

manner. Our 24-hour ma intenance crews

use the system to troub le-shoot f l ight

defec ts and adv i se crew dur ing the f l ight

on any recommendations and p lanned

work, resources or any mater ia l requ i red

at the next desti nation .  Ai rman supports

the Emi rates’ f leet of A330s and another

system i s be ing used to support the

Boeing f leet.

Our eng ine modu le shop has the

capabi l ity to assemble and d isassemble

eng ines, a l lowing the replac ing of modu les

on eng ines and send ing on ly the

unserviceable modu les to specia l i sed repa i r

agencies. Th is helps to cu t down

turnaround time resu l ting in lower eng ine

spares requ i rements. The workshop

celebrated the completion of its 1 50 th “C”

check performed on wide-body a i rcraft

and has obta ined approva l to carry ou t fu l l

modu le replacements on the Rol l s Royce

Trent 700 and 800 eng ines, the f i rst 800

eng ine replacement being carr ied ou t in

May 2002.

Adel Al Redha, Di rector Eng ineer ing,

sa id “ I t was a good sol id year for the

Eng ineer ing Department wh ich once more

underl ined its internationa l credentia l s,

undergoing a successfu l USA FAA Aud it ,

and being recommended for FAR 145

Certif ication . We a l ready hold approva l s

from Bureau Ver itas for ISO9002, UK CAA

for JAR 145 and from the UAE GCAA”. 

Fl ight Operations

The Department was reorgan ised dur ing

the year to face the planned expansion to

which the Cha i rman and Group Manag ing

Di rector have referred.

Recru itment and tra in ing have been

cha l leng ing bu t we continue to be able to

attract and se lect exper ienced and capable

pi lots, no doubt helped by the poor shape

of the aviation world at present.  Bu t we

hope, too, that the repu tation of Emirates

as a good employer and Duba i as a pleasant

place to l ive has a l so drawn th is wide range

of appl icants.

With a modern f leet wh ich offers

opportun ities to use technology to great

effect , we have spent more time plann ing

how best to work towards the introduction

of the Ai rbus A380 and its systems.  For
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years to come, th is a i rcraft wi l l shape

techn ica l development cu tting across

a i rcraft types and manufacturers.

The advent of the Ai rbus A340-500

later th is year and its long-range capabi l ity

has focused our attention on some

associated med ica l i ssues.  Together with

the Med ica l Department, we have been

study ing th is aspect of f l ight and

contr ibu ting to the g loba l debate on how

best to hand le the effects of long sectors

and big time changes.

When it comes to pi lot recru itment, we

chose 1 5 cadets for the foundation

programme and another 13 cadets were

sent to Adela ide to the BAE Systems Fl ight

Tra in ing Centre. Of the many appl ications

for d i rect entry we interviewed and

examined 401 pi lots, of wh ich 218 were

successfu l and now wear Emirates un iform.

If we measure the time involved in

s imu lator tra in ing in “instructor days”, we

invest 3,139 instructor days on the fu l l

f l ight and f l ight tra in ing devices and

classroom for the Ai rbus A330, and 2,1 55

instructor days for s im i lar tra in ing for the

Boeing 777.

Airport Services

Another f i rst for Emirates was the open ing

of the new ded icated Fi rst and Business

Class check-in faci l ity at Duba i Internationa l

Ai rport.  Passengers are greeted from thei r

Emirates provided home-to-a i rport

l imousine by a un ique concierge.  The

check-in termina l has its own separate Fi rst

and Business C lass desks, its own baggage

check-in system and its own passport

control ... a l l with in the same lounge

enabl ing our frequent business travel lers to

avoid any queues at the a i rport.  

Th is i s probably the on ly kerb-side

departure faci l ity for Fi rst and Business

Class passengers in the world.

In the a i rs ide Departure Termina l ,

Emirates has expanded its Business C lass

Lounge from 250 to 450 seats with more

space for enjoy ing the wide range of hot

and cold mea l s, business centres with

Internet stations - and bedrooms for

those travel lers who want to s leep

between f l ights.

Dur ing the year Emirates assumed se l f-

hand l ing at Duba i Internationa l Ai rport for

baggage services, transfer desks and specia l

services, inc lud ing med ica l cases.

The Department introduced an

au tomated Un it Load Device management

system ca l led NOMAD which hand les 6,500

un its per year.

Emirates’ Ai rport Services were

responsib le for car ing for 8.5 mi l l ion

passengers and near ly 12 mi l l ion pieces of

baggage th roughout the network, wh ich

now l inks 64 stations on l ine.
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Li ke most of Duba i , Dnata g rew at a rate

of 30% a yea r i n rea l terms from 1970 to

1980, an aston i sh i ng tenfo ld g row th i n

ac tiv i t y over those ten yea rs. I n 1970,

Dnata had 200 staff and 200,000

passengers passed th rough Duba i

a i rport.  By 1980 the a i rport had two

mi l l ion passengers and Dnata staff

numbered 2,000.

I n the 1980’s Dnata went h igh tech and

a l so became the f i r st trave l agency

between London and Hong Kong to

operate a mu l ti-access, common-language

passenger reservation system, the f i r st i n

the Gu l f to have compu ter i sed check-i n at

the a i rport and then f i r st i n the wor ld to

app ly mu l ti-access common language

pr i nc ip le to a i rport check-i n .

Today Dnata rema ins the so le g round

hand l i ng agency at Duba i I n ternationa l

Ai rport respons i b le for process i ng

16,452,1 52 passengers per yea r - and

Dnata Ca rgo takes ca re of 399,193 tonnes

of ca rgo.  Dnata Agenc ies rema ins the

la rgest trave l agency i n the M idd le East

with a record number of a i r l i nes

represented under one roof at i ts modern

headqua rters i n Duba i .

Du r i ng the yea r Dnata had an

average of 6,253 employees i n Duba i ,

a phenomena l g row th for a company

wh ich has m i rrored the g row th of Duba i

from a sma l l pea r l i ng commun it y to a

g loba l hub at the centre of the wor ld ’s

most dynam ic commerc ia l and vacation

centre .

Dnata’s contr i bu tion to the Em i rates

Group’s resu l ts conti nues to be s ign if icant

as i ts myr iad ac tiv i ti es ma inta i n the

h ighest standa rds of serv ice (ISO 9001

accred itation) and market lead i ng

i nnovations l i ke Marhaba , t he

Freezone Log i stics Centre and

e-commerce marketi ng .

Dnata made major improvements over

the prev ious yea rs i n a very competiti ve

env i ronment , prov id i ng an 18% i ncrease i n

revenue compared with 2001/2002.

Dnata Ai rport Operations

With the expec ted g row th of Em i rates

and other a i r l i nes, coup led with the

expans ion of the a i rport , there was a

reorgan i sation creati ng spec ia l un its for

Term ina l Two and the Freezone

Log i stics Ca rgo Centre as we l l as

sp l i t ti ng Ground Serv ices i n to th ree

sepa rate un its for Operations, Ramp and

Baggage Serv ices.  By March 2004, i t i s

expec ted that staff numbers w i l l r i se

from 4,300 to 5,700.

The Department began implementi ng a

f ive-yea r Ground Support Equ ipment

procurement p lan a imed at conc l ud i ng

long-term dea l s w ith se lec ted supp l iers so

that the procurement process wou ld be

more eff ic ient and f i nanc ia l l y

advantageous.

Fo l lowing i ts ISO9001/2000 Qua l i t y

Standa rd certi f ication , Ai rport Operations

was awarded the AHS 1000 for i ts g round

hand l i ng bus i ness, spec if ica l l y re lati ng to

a i r l i ne serv ice leve l ag reements now be i ng

conc l uded with many customers.

Dnata
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Dnata has moved with the times.  Orig ina l ly the Duba i Nationa l Ai r Travel

Agency, it was started in 1959 under the management of Internationa l

Aerad io - bu t everyth ing it d id and the way it subsequent ly developed was

d i rected by the late H . H . Sheikh Rash id bin Saeed Al-Maktoum, the

vis ionary ru ler of Duba i .  When Duba i Ai rport opened in 1960, an Ai rport
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correspondence, as wel l as a i rcraft and passengers.     I t had th ree staff

plus th ree porters and a messenger and a l so hand led c iv i l f l ights to Sharjah

and Abu Dhabi .



I ncreased traff ic was reg i stered at

Term ina l One, Duba i I n ternationa l Ai rport ,

from I nd ian Ai r l i nes, Eth iop ian , Tha i ,

Austr ian and Oman Ai r and at Term ina l

Two from Aero As ia , I ran Asseman, Ki sh

and Mahan .

Dnata Cargo

The d iv i s ion has aga i n beaten a l l

expec tations ach iev i ng a net contr i bu tion

i ncrease i n excess of 20% as compared to

last yea r, desp ite Em i rates taki ng over i ts

own term ina l hand l i ng bus i ness.

Dnata Ca rgo reached th i s so l id resu l t

thanks to a matu re Management System

(encompass i ng ISO 9001/2000 Qua l i t y,

I SO I4001 - Env i ronmenta l and OHAS 1800 I

- Hea l th and Safety pr i nc ip les) embedded

in i ts Tota l Qua l i t y Management cu l tu re

wh ich augurs wel l for the cha l lenges ahead.

Some 400,000 tonnes of ca rgo were

hand led i n the term ina l s at the Duba i

Ca rgo V i l l age, the Ai rport Freezone and

the Jebe l Al i freezone.

The ma in Ca rgo Term ina l saw an 1 1%

g row th i n vo l ume wh ich fa r exceeded the

wor ldwide i ndustry average of 5%.  The

Freezone Log i stics Ca rgo Term ina l (FLC)

was doub led i n s i ze to 19,000 squa re

metres from Februa ry 2003 to he l p meet

the 173% g row th , as severa l new ca rr iers

were attrac ted by the successfu l pr ic i ng

and serv ice formu la .  There a re now 30

a i r l i nes under contrac t operati ng over

200 fre igh ters month ly th rough the FLC.

The Freezone Ai r Ca rgo Term ina l ,

located 50 kms from Duba i I n ternationa l

Ai rport , at Jebe l Al i , i s serv iced by

Dnata’s own RFS-RoadFeeder ro l ler-bed

trucki ng serv ice and i s ga i n i ng i n

popu la r i t y among the 1 ,800 compan ies

estab l i shed i n the Freezone. A g row th of

49% was recorded.

A brand new fac i l i l t y, the Express and

Ma i l Centre, was completed, boasti ng a

fu l l y au tomated on l i ne X-ray ing,

we igh i ng, vo l ume measu r i ng and ba rcode

scann ing system .  I t i s l i nked to the new

CAMSYS compu ter system, spec ia l l y

deve loped i n-house, wh ich prov ides rea l

time between Dnata and the operators and

a l lows cu t-off times set ti ng an i ndustry

record-breaki ng 45 m inu tes on import

de l i very (from a i rcraft a rr iva l) and one

hour on export acceptance (from a i rcraft

depa rtu re).  The fac i l i t y became

operationa l i n Februa ry and was such a

success that a l l spaces had been leased

th ree months before i ts open i ng .
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New Freezone Log istics Cargo
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Dnata Cargo hand led

399, 193 tonnes of cargo

during the year



Th i s was a l so the yea r of a un ique

ag reement between Dnata and DHL, the

express g iant.  Dnata prov ides spec ia l i sed

equ ipment and 20 ded icated staff, a l l i n

DHL un iforms and l i very, thorough ly

tra i ned i n the Company ’s systems

and procedures.

Ca rgoPartners, ou r Ca rgo Genera l

Sa les Agency a rm, now has 30 a i r l i nes i n

i ts port fo l io.  I t has succeeded i n

captu r i ng over 35% of the tota l export

market from its sa les terr i tory cover i ng

Duba i and the Northern Em i rates, an

impress ive export vo l ume g row th for i ts

GSA pa rtners of more than 30%.

Ca rgoPartners a l so conc l uded a

comprehens ive ag reement with Br i ti sh

Ai rways Wor ld Ca rgo (BAWC) wh ich

transferred fu l l sa les respons i b i l i t y to the

Dnata sa les team.  The team substantia l l y

exceed ing the BAWC-ag reed sa les ta rget i n

i ts f i r st fu l l yea r of operation .

Our Customer Ca re Centre at Duba i

I n ternationa l Ai rport now hand les over

75,000 ca l l s a month , wh i le the sa les and

marketi ng team has made a substantia l

contr i bu tion to the bus i ness un its’

exce l lent resu l ts.

F i na l l y, the major produc t i n

deve lopment for Dnata Ca rgo P lann i ng i s

the new Cargo Operations Compu ter

System, Chameleon , wh ich wi l l rep lace

DACS (Dnata Ai r Ca rgo System) by the end

of 2003.  Working c lose ly with Mercator,

t he p lann i ng team and four user

spec ia l i sts a re ensu r i ng that the system

wi l l be de l i vered as per spec if ications.

Costi ng US$ 10 m i l l ion (Dhs 36.7 m i l l ion)

with over 100 man-years of deve lopment ,

when implemented Chameleon wi l l be the

most comprehens ive and up-to-date

ca rgo system i n the wor ld.

Dnata Agenc ies
Operati ng i n the very competiti ve

env i ronment of the UAE, Dnata had a

good yea r reg i ster i ng a 7.8% i ncrease i n

overa l l revenue, though th i s d id not qu ite

meet the ambitious ta rget set by the

trave l agency.

Bu t there was p lenty to sm i le abou t:

Dnata Agenc ies qua l i f i ed for membersh ip

of the Duba i Serv ice Exce l lence Award

from the Department of Economic

Deve lopment , the f i r st trave l agency to

qua l i fy for th i s i n i tia tive, and became a

major sha reho lder i n Compan ionPoints,

the la rgest mu l ti-produc t loya l t y

prog ramme i n the UAE, as we l l as i ts

marketi ng a rm .

Dnata rema ined at the forefront of

modern tech no logy i nvesti ng i n a new

customer re la tions management too l

ca l led Dnata Front Off ice wh ich , among

other tasks, s impl i f ie s the trave l booking

process - wh i le www.dnata .com attrac ted

more than 70,000 v i s i tors per week.

The Dnata ca l l centre averages 7,000

ca l l s per day going up to 1 5,000 dur i ng

peak per iods.

Ref lec ti ng the i nnovative th i nki ng of

Dnata management , a strateg ic a l l i a nce

was estab l i shed with the Duba i

Natu ra l i sation and Res idency Department

(DNR) to promote and d i str i bu te the i r

e-Gate smart ca rd for eas ier depa rtu re

and a rr iva l at Duba i I n ternationa l Ai rport.

Th i s i nvo lves Duba i res idents hav i ng the i r

f i nger pr i n t e lec tron ica l l y scanned by DNR

before the ca rds can be i ssued.

Another new i n i tia ti ve was the ‘F l y &

Win Promotion’ w ith over 50,000 raff le

tickets i ssued and a Grand Draw resu l ti ng

i n th ree l ucky Dnata customers each

winn i ng a l uxury ca r, tota l l i ng nea r ly US$
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275,000 (Dhs 1 m i l l ion) the h ighest-va l ue

raff le pr i ze ever awarded i n a s i ng le

day i n Duba i .

On the a i r l i ne front , Dnata Agenc ies

was appointed by Kazakhstan’s Ai r Astana

to be the i r so le representative i n the UAE

and became Genera l Sa les Agent for Swiss,

(i n add ition to Duba i), i n Fuja i ra h , Ras Al

Kha imah, Umm Al Quwa in and Ajman .

Ax i s launched i ts f i r st-ever Spa

Brochure i n Eng l i sh and Arabic for peop le

who va l ue good hea l th and a l uxur ious

l i festy le .  O ther key ac tiv i ti e s were the

pub l i sh i ng and d i str i bu tion of Ski and

Gol f ho l iday brochures.

Another d iv i s ion , Wor ld of Events was

off ic ia l l y appointed as the Trave l Agent to

market v i s i ts to the ICC Cr icket Wor ld Cup

in sou thern Afr ica th rough i ts network of

i n ternationa l pa rtners.  I t was a l so

successfu l i n be i ng appointed by Duba i

Strategy Forum to ass i st w ith the

marketi ng and management of the forum.

Government Trave l Serv ices so ld ou t

i ts spec ia l l y dev i sed Haj and Umrah

packages i n record time and opened new

implants at the Department of Hea l th and

the Ru lers Court.

Bus i ness Trave l I n ternationa l a l so

added new implants wh i le Dnata World

Travel became the on ly travel agency in the

world to open an off ice in a ja i l with the

inauguration of its implant at Jumei rah ja i l !

Obvious ly, pr isoners serving time cannot

pop ou t to vis it a travel agency and Dnata

now provides a service for them as they

prepare to leave Duba i at the end of thei r

sentences. Two other ou t lets were opened

at Duba i Immig ration where v i s i tors p ick

up the i r v i sas and on the i ndustr ia l estate

of Al Quoz .
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I n the IT a rena, Mercator has been busy for

the past two years rep lac i ng legacy

systems i n the serv ice departments with

the latest e-bus iness technology l i ke the

Orac le systems - wh i l st at the same time

deve lop ing prog rammes wh ich have

proved popu la r not on ly with i n the

Emi rates Group bu t a l so with

other ca rr iers.

Dnata Agenc ies conti nues to p lay an

important ro le i n the trave l agency

bus iness i n the UAE and its one-stop

shop in the Duba i Ai r l i ne Centre i s

probab ly the biggest reta i l trave l ou t f it i n

the wor ld with 29 a i r l i ne sa les off ices

under one roof.

Finance

Dur ing the f i nanc ia l year, US$ 350 m i l l ion

(Dhs 1 ,284.5 m i l l ion) of f i nanc ing was

ra i sed by Emi rates, at an attrac tive a l l-i n

cost to f i nance four A330-200 a i rcraft.

I n add ition , we used operati ng leases to

f inance seven B777-300 a i rcraft from

Singapore Ai rcraft Leas i ng and US based

Internationa l Lease F i nance Corporation .

Em i rates conti nues to adopt a ba lanced

port fo l io approach to f i nance its f leet

requ i rements, i nc l ud ing the use of

operati ng leases.

The h igh l ight of the year was the

award to Emi rates of the "Ai rcraft Leas i ng

Dea l of the Year (As ia) for 2002" a major

investment banking award, by Jane’s

Transport F i nance magaz ine for the

second year i n success ion . The award was

g iven for one A330 f i nanced for US$ 90

mi l l ion (Dhs 330.3 m i l l ion) on a ten-year

I s lam ic Lease a rranged by HSBC and

co-arranged by Duba i I s lam ic Bank.

The lease was the th i rd A330 f i nanced i n

th i s manner.  I s lam ic f i nanc ing has become

a re l iab le and susta i nab le new source of

fund ing for Emi rates and wi l l he lp

f i nance some of our fu tu re f leet

expans ion prog ramme.

Emi rates' a l so won Euromoney ’s Ai r

F i nance Journa l Dea l of The Year for the

M idd le East/Afr ica for the th i rd year i n

success ion . The award was g iven for one

A330 f i nanced for US$ 100 m i l l ion (Dhs

367 m i l l ion) on a ten-year i nternationa l

operati ng lease with equ ity prov ided by

Lloyds Bank TSB and debt a rranged by

Cred it Ag r ico le I ndosuez . The i nternationa l

operati ng lease was the th i rd A330

f inanced i n th i s manner and th i s i nnovative

lease   prov ided very attrac tive low-cost

fund ing for Emi rates. 

Towards the end of the year, Em i rates

f i nanced two A330 a i rcraft for US$ 160

mi l l ion (Dhs 587.2 m i l l ion) a rranged by

Cred it Ag r ico le I ndosuez and supported

by loca l and i nternationa l banks. The

f inanc ing was ra i sed at competitive terms

and was spec ia l l y notab le as it was

completed at a d iff icu l t time due to the

Finance, Information Technology 
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Emirates has responded to the dec la red ta rget of 1 5 m i l l ion v i s itors to

Duba i by 2010 by order i ng a f leet of 58 new a i rcraft , i n add ition to the

p lanes a l ready in the p ipe l i ne, to he lp meet th i s objec tive.

I n the coming f i nanc ia l year a lone we wi l l be making  a rrangements,

for the purchase or lease of 12 a i rcraft i nvolv i ng amounts over US$ 1

b i l l ion (Dhs 3.67 bi l l ion), with a number of i nternationa l banks and

institu tions.  Our team of f i nance and lega l experts has made a name for

itse l f i n the av iation i ndustry for its i nnovative schemes for loans - and

has even won awards.

At the same time, our Treasury Ri sk Management Department i s

conti nu ing to keep its exposure to movement i n i nterest rates and

currency at manageab le leve l s ... no easy task i n an i ndustry conti nua l l y

i n f l uenced by the soc io-economic cond itions of the wor ld.

Dermot Mann ion, 
Ch ief Di rector Finance, IT and Services

Sign ing of the US$ 160

mi l l ion f inancing agreement

for two A330-200s.



geo-pol itica l uncerta i nty preva i l i ng . The

f inanc ing s igna l led a c lea r vote of

conti nued conf idence from the

internationa l f i nanc ing commun ity.      

On the treasury r i sk management s ide,

Em i rates ma inta i ned a ba lanced port fo l io

approach towards its i n terest rate and

currency exposure, where appropr iate, by

struc tu r i ng a i rcraft f i nanc ing leases i n

currenc ies i n wh ich revenues a re generated

to form a natu ra l hedge, or, by enter i ng

into strateg ic forward fore ign exchange

contrac ts or i nterest rate/currency swaps.

Th i s ba lanced strategy has a l lowed

Emi rates to keep its exposure to

movements i n i n terest rates and currency

at manageab le leve l s and optim ise the

re lated impact on the i ncome statement.

The f i nanc ia l year witnessed US dol la r

i nterest rates at a 41 year low, wh ich

prov ided us with an opportun ity to swap

some of our f loati ng i nterest rate

exposure i nto attrac tive long term f ixed

rates. The Emi rates Group i nvested a

major it y of its cash surp lus (c i rca US$ one

bi l l ion (Dhs 3.67 bi l l ion)) with wel l

d ivers if ied tr ip le A   rated l iqu id it y funds,

thereby secur i ng super ior cred it qua l i t y

for its cash surp lus and at the same time

enhanc ing i nterest i ncome. I n add ition ,

some of the f loati ng i nterest i ncome was

swapped i nto f i xed rates on a med ium

term bas i s. These i n itiatives have improved

the y ie ld on our surp lus funds dur i ng th i s

f i nanc ia l year. 

On the taxation front , Em i rates

continues to work with the M in i stry of

F inance of the Un ited Arab Emi rates (UAE)

and tax off ic ia l s of other countr ies on

matters concern ing Double Taxation

Agreements (DTAs) and other b i latera l

ag reements. So fa r, the UAE has conc luded

32 DTAs and s ix rec iproca l ag reements

wh ich effec tive ly exempt Emi rates from

corporate i ncome tax i n those countr ies.

Fu rther we have obta i ned tax exemption i n

e ight desti nations, i nc l ud ing Gu l f (GCC)

countr ies, due to the exce l lent mu tua l

re lationsh ip between the respec tive

Governments and the UAE. 
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Emirates continues 

to adopt a ba lanced 

port fol io approach 

to f inance its f leet 

requ i rements.
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I n October 2002, F i nance opened a

new l i ne of bus iness to prov ide revenue

accounti ng bureau serv ices for the a i r l i ne

industry. I n less than s i x months the

bureau processed more than 1 5 m i l l ion

coupons ! Th i s bureau prov ides top of the

l i ne end-to-end a i r l i ne revenue accounti ng

serv ices for passenger and cargo

documents with func tiona l i t y rang ing

from data capture and image scann ing to

inter l i ne pro-ration, fa re aud iti ng, under-

col lec tion process i ng and i nter l i ne b i l l i ng .

F i nance uses its own in-house revenue

accounti ng system, RAPID, coupled with its

very h igh speed image scann ing fac i l i ties

to ach ieve a leve l of productiv it y and

functiona l i t y not para l le led i n other a i r l i ne

bureau serv ice compan ies. The abi l i t y to

sca le the system and the process to meet

the requ i rements of la rge customers was

proven when the bureau commenced

serv ices for a very la rge European

carr ier with in two months of s ign ing

the contrac t.      

The f i nance and accounti ng func tions

of a l l overseas stations of Emi rates a re

now fu l ly compu ter i sed with COMET,

wh ich i s Em i rates’ i n-house deve loped

station accounti ng package. COMET i s

implemented as a standard at a l l overseas

stations of Emi rates i n a tota l l y

decentra l i sed manner. Th i s system

conti nues to be enhanced with the latest

func tiona l i t y be ing the much coveted

transfer of the fa re under-col lec tions from

the head off ice to the stations. F i nance

env i sages doubl i ng of the fa re under-

col lec tion recovery rate us i ng th i s new

modu le. COMET inc l udes state-of-the-art

exception reporti ng tool s wh ich

complement the contro l s requ i red for

decentra l i sed accounti ng un its. 

F i nance successfu l l y implemented

Orac le F i nanc ia l s i n May 2002. Th i s

implementation was ach ieved i n record

time and set a new benchmark i n terms of

qua l i t y and cost.

On the I nsurance front , F i nance

conti nues to negotiate i n d iff icu l t trad ing

cond itions bu t has a lways ach ieved the

objec tive of secur i ng the Group’s i n terests

g loba l ly - at cost effec tive terms.

I n formation Technology -

Mercator 

I n the last year, Mercator, the IT serv ices

d iv i s ion of the Emi rates Group,

successfu l l y undertook the fo l lowing th ree

major i n itiatives - m ig rati ng Centra l

Serv ices to a new generation of compu ters

and networks, strengthen ing the

protec tive layer of secur it y for corporate

data and serv ices, and generati ng i ncreased

revenue from sa les of bus iness so lu tions

to other a i r l i nes.

For the Technology Serv ices Un it , the

conti nu ing expans ion of the Group

requ i red major upg rades th roughou t the

corporate network. Taking advantage of

the depressed trad ing cond itions i n the IT

industry at the beg inn ing of the year,

Mercator made s ign if icant i nvestments at

its two data centres to i ncrease the

capac ity and speed of its corporate

compu ting . Consol idation of h igh-end

servers prov ided s ign if icant pr ice

performance improvement as wel l as

i ncreased re l iab i l i t y of the serv ice for

cr itica l bus iness systems. The latest

generation of ma inframes and data storage

systems were acqu i red under a th ree-year

ag reement with I BM , wh ich wi l l prov ide

The Emi rates Group
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i ncrementa l expans ion of these fac i l i ties.

Access to these systems th rough loca l and

internationa l networks was substantia l l y

enhanced th rough expans ion of

bandwidth and a m ig ration to a V i rtua l

Pr ivate Network wh ich guarantees fu tu re

capac ity i n the most cost-effec tive manner

th roughou t the wor ldwide network. Th i s

trans ition wi l l ensure there i s i ncrementa l

expans ion accord ing to demand, wh ich

wi l l resu l t i n a conti nu ing downward trend

in operationa l un it costs. 

Along with th i s upg rad ing of corporate

i nfrastruc tu re, Mercator’s IS Secur it y Un it

i n itiated a major rev iew of data and

systems secur it y dur i ng the year and

formed a h igh leve l corporate body (the

Information Systems Protec tion

Committee) to manage pol ic ies, standards

and procedures. Operati ng with in the

framework of BS7799 IS Standards, a

prog ramme of assessment and va l idation

took p lace wh ich focused on the

conf identia l i t y, i n teg r it y and ava i lab i l i t y of

data stored on i nterna l and externa l

company systems. Th i s has led to tighter

contro l s on network access and use of

corporate data , accompan ied by a

comprehens ive awareness prog ramme for

a l l corporate users. With the i ncrease i n

the sca le and complex ity of the network,

the r i sk of serv ice d i s ruption th rough

v i rus attack or ma l ic ious i ntrus ion i s be ing

countered th rough the measures taken and

th rough on-going i nvestment i n the latest

protec tion software. 

Meeti ng the demand for new bus iness

software i s an ever-increas i ng cha l lenge,

with time-to-de l ivery be ing a cr itica l

fac tor. Proven products were sourced

from the market i n a number of bus iness

a reas bu t the major it y of the year’s work

prog ramme was deve loped by Mercator

th rough its Bus iness Solu tions and

Software Serv ices Un its. The emphas i s for

the year was p laced on bu i ld i ng up

bus iness ana lys i s, systems des ign and

projec t management ski l l s wh ich wi l l be a

conti nu ing focus i n the coming year.

I ncreas i ng ly the software production and

support itse l f i s be ing ou tsourced. The

two deve lopment centres i n Colombo and

Tr ivandrum are wel l estab l i shed and

de l iver a low-cost , h igh-qua l i t y serv ice

under long-term ag reements. 

Ma inframe based systems conti nue to

prov ide the backbone of the a i r l i ne

passenger serv ice and i n sp ite of the i r

v i ntage appear to be unbeatab le i n terms

of pr ice/performance. Mercator’s

reservations and departu re contro l

system i s expected to serve the

Emi rates Passenger Serv ice and

Commerc ia l Departments’ needs for many

years to come.  
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Bus iness and techn ica l ski l l s were

boosted to meet the very la rge work

prog ramme dur ing the year and de l ivered

revenue-enhanc ing featu res, such as a new

pr ic i ng system and point-of-sa le contro l .

A new Internet booking eng ine wi l l a l so be

acqu i red and i s due to be launched i nto the

market i n the near fu tu re, with g reat ly

improved customer featu res. These

fac i l i ties, together with the enhancements

that have been made to the Skywards

frequent f lyer prog ramme, a re expec ted

to produce a s ign if icant i ncrease i n the

proportion of bookings made on l i ne

by passengers.  

I t i s a d ifferent p ic tu re i n the Cargo

and Log istics wor ld however. I n itiatives

have been taken by Mercator wh ich wi l l

soon make ma inframe systems a legacy of

the past for ca rgo serv ice users. A new

server-based g round hand l i ng system,

des igned for both hand l i ng agent and

a i r l i ne, i s current ly under deve lopment.

Code named Chameleon, th i s i nnovative

state-of-the-art system wi l l enab le both

Dnata and Emi rates SkyCargo to i ncrease

the i r leve l s of qua l i t y and serv ice.

Mercator i s now in the process of

des ign ing a rep lacement for SkyCargo’s

booking and capac ity management

systems wh ich , together with Chameleon,

wi l l form a new generation of ca rgo and

log i stics products. Mercator’s strength i n

the ca rgo f ie ld i s be ing recogn i sed by the

industry i n genera l th rough these

in itiatives and i n sa les of its ca rgo f i nanc ia l

systems to major ca rr iers i nc l ud ing

S ingapore Ai r l i nes. 

Mercator’s externa l bus i ness g rew

strong ly last year, re i n forc ing the Emi rates

Group as a lead ing suppl ier of a i r l i ne

bus iness so lu tions. 

I n revenue accounting, RAPID continues

to be the market leader with successfu l

tenders won at S ingapore Ai r l i nes and on

the other s ide of the wor ld i n Sou th

Amer ica with Al ianza Summa. Ear l ier i n

the year, Qantas successfu l l y implemented

the system with Mercator prov id ing a l l

necessa ry techn ica l and bus iness support

for th i s major projec t. On a sma l ler sca le,

Ai r Pac if ic i n F ij i implemented FASTRAC, a

vers ion wh ich i s customised for the sma l l

to med ium s i zed carr ier. Ai r Ma lawi and

Yemen ia have recent ly contrac ted for the

same system. 

Dur ing the year, Mercator a l so s igned

up two carr iers for its revenue accounti ng

bureau serv ice wh ich it offers i n

assoc iation with the Group F inance

Department. Ai rTah iti Nu i became the

launch customer at the beg inn ing of the

year and Olympic Ai rways was

successfu l l y implemented i n October 2002.

These long-term contrac ts wi l l prov ide the

a i r l i nes with a comprehens ive passenger

and cargo revenue accounti ng serv ice. 

Mercator’s exper ience i n prov id ing

advanced f i nanc ia l , HR and procurement

solu tions based on the Orac le ERP su ite of

products has g rown s ign if icant ly over the

last year. After successfu l cu tovers of the

The Emi rates Group
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Orac le ERP products with i n the Emi rates

Group, Mercator managed an

implementation at Ai r Ma l ta and more

recent ly, won the tender for

implementations at V i rg in At lantic aga inst

strong competition . 

The successfu l cu tover of the frequent

f lyer system, CRIS, at Ph i l i pp ine Ai r l i nes

completes the externa l sa les story for the

year - the most successfu l s i nce the sa les

team were estab l i shed i n 1997. I n th i s

coming year, Mercator wi l l be operati ng as

a sa les force for the f i rst time i n the North

Amer ican market and th i s shou ld de l iver a

va l uab le source of new revenue over the

next few years. 

As with the other bus iness un its i n the

Group, Mercator recovered qu ickly from

the constra ints and cu tbacks of the

prev ious year and was ab le to de l iver one

of its best performances i n 2003.

Mercator’s strateg ic focus for the coming

year wi l l i nc l ude advanced techn ica l

systems for F l ight Operations, I n-f l ight

Serv ices and Eng ineer i ng and ana ly tica l

systems for P lann ing and Revenue

Management. With the new infrastruc tu re

and the new generation of bus iness

systems, Mercator expects another

successfu l year ahead.

Ga l i leo Emi rates

Duba i-based Ga l i leo Emi rates has been a

success i n the UAE for many years and

now hand les an estimated 86% of the

Globa l D i str i bu tion System market i n Duba i

and the Northern Emi rates and 38% in Abu

Dhabi and Al Ain .

I t i s the nationa l d i str i bu tion company

for the Ga l i leo Globa l D i str i bu tion System

for 10 countr ies namely UAE, Bah ra in ,

Oman, Qata r, Paki stan , I ran , Sr i Lanka,

Sudan, Morocco and Tun is ia .

Stead i ly ga in i ng market share i n a l l

t hese countr ies, Ga l i leo Emi rates wi l l

forma l ly launch its entry i nto the

Moroccan market i n Apr i l 2003.

The company has a l ready estab l i shed

itse l f as a p layer i n the I nternet a rea with

SafarEZ (Safar Easy), a web-based booking

solu tion with a trave l gateway and i n 2003

introduced a new venture i nto the f ie ld of

a i r l i ne hosti ng, with ResEZ ta rgeted at

sma l l and sta rt-up a i r l i nes.

Ga l i leo I nternationa l today i s

represented i n more than 100 countr ies

and l i nks some 45,000 trave l agency

locations to 500 a i r l i nes, 32 car renta l

compan ies, 50,000 hote l properties, 368

tour operators and a l l major cru i se l i nes

th roughou t the wor ld.
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Human Resources

At year end the Emirates Group had a tota l

of 18,384 employees, an increase of 18.7%

over the previous year, with Dnata's staff

number averag ing 6,253 and   Emirates

10,507.

Commented Abdu laz iz Al Al i , Di rector

Human Resources "We rea l ly are the Un ited

Nations of the Ai r for we have no less than

100 d ifferent nationa l ities making up our

staff in Emirates and Dnata, wh ich a l so

means that we have to make a s ign if icant

investment in tra in ing and re-tra in ing, as

wel l as bu i ld ing new faci l ities to help

ma inta in the h igh standards of

our personnel".

Human Resources faced the cha l lenge

of the Group's dynamic fu ture plans to

double the s i ze of the workforce by

moving to the forefront of ava i lab le HR

system technology. The new website,

www.emiratesgroupcareers.com is expected

to receive over 200,000 job appl ications by

the year end wh i le the Oracle ETHOS

system went l ive in January 2003 as part of

a fu l l-sca le Enterpr ise Resource Plann ing

implementation .

On l ine appl ications now account for

more than 90% of advertised jobs, a huge

leap forward using Internet communication

compared with on ly a year ago.

Bu t, perhaps, the most v is ib le s ign

of our recru itment matur ity was the

open ing of a brand new Emirates Group

Career Centre at Emirates Duba i

Headquarters, where job hopefu ls can be

provided with information about the

var ious departments in the company and

appl icants can be interviewed.  S ign if icant ly

the Department managed to reduce cost

per h i re by 1 5%.

The Business Support Un it rev iewed

the effectiveness of organ isation structures

dur ing the year to help identify areas for

improvement.  Some 47 inductions

welcoming new arr iva l s were held.

In order to develop sen ior managers,

the company joined the London Business

School Globa l Business Consortium,

whi le the Group's MBA programme, in

conjunction with the Bradford University

School of Management, continued to

grow with a further four companies join ing

the course.

Bu t the statistics themselves te l l the

year's story:

200,000 job appl ications received; 1 5,000

Interna l Vacancy Appl ications, 3,500 new

joiners; 2 1 ,400 interviews for new

cand idates; 100,000 letters i ssued; 300,000

employee documents scanned and arch ived;

24,000 visas processed; 10,000 ID cards

issued; 10,500 med ica l tests and hea l th

cards; 3,300 employee status changes.
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Probably the ma in cha l lenge for the Group, as we continue to expand, i s to

str ive to ma inta in the fami ly atmosphere as our team grows from 18,000

to a projected 35,000. At the same time we need to ma inta in the h igh

productiv ity per employee wh ich we have so successfu l ly nurtured over

the years.  Th is goes, too, for the new compan ies wh ich we have taken

into the Group as we ref ine thei r business methodology to mesh with the

Emirates Group’s sty le and va lues.

Choosing the r ight people and retra in ing them rema ins a top pr ior ity

as we mou ld many d ifferent nationa l ities from a l l parts of the world into a

cohesive, award-winn ing organ isation with the h ighest business eth ics and

a customer and community awareness.

We are proud of the loya l ty of our management and staff bu t acu te ly

aware that th is i s a two-way affa i r and does not come au tomatica l ly. Our

Med ica l Department, our specia l accommodation for jun ior staff, our

investment in extra curr icu lum educationa l opportun ities, are just some of

the ways in wh ich we try to repay th is loya l ty. 

Gary Chapman, Ch ief Di rector 
Support and Development

The new Emirates Group 

Career Centre.



Medica l
This past year has been a major cha l lenge

to the Med ica l Department. The s ign if icant

grow th of the f leet and the resu l ting

increase in staff means that the C l in ic must

cope with a huge increase in patient

numbers.  As usua l the med ica l team has

r isen to the occasion and been able to

provide the staff and thei r fami l ies with

exceptiona l med ica l and denta l care - and

wi l l continue to do so.

The Cl in ic has continued with its

development and association with

internationa l Roya l Col leges to ma inta in our

standards, and we received vis its from both

the Roya l Col lege of Genera l Practice and

the Roya l Col lege of Surgeons th is year.

The feedback was most reassur ing and

compl imentary, aga in conf i rming our bel ief

in our profess iona l staff.

The Roya l Col lege of Surgeons recent ly

conducted further tra in ing for our

Emergency Med ica l Techn ic ians, inc lud ing

examin ing them.  We rema in the f i rst and

on ly a i r l i ne to have fu l l accred itation with

them for the qua l ity and standard of the

tra in ing of our cabin crew.  Furthermore

the Emirates’ example is being used by

the Col lege to develop s im i la r

standards e l sewhere.

We a l so received vis its and enjoyed

informa l med ica l workshops with severa l

eminent v is iting specia l i sts from London

th is year.

The Department has been active ly

involved in setting up and research ing the

med ica l i ssues re levant to u l tra longhau l

f l ights in preparation for our North

American operation and we del ivered ta lks

on th is at the recent Internationa l Congress

of Aerospace Med ic ine in Sydney, wh ich

Emirates a l so sponsored.  The response

was excel lent and a further presentation is

planned th is year with the med ica l branch

of the Roya l Aeronau tica l Society.

With the continued grow th and success

of the a i r l i ne, the Med ica l Department wi l l

have to be prepared for a number of

changes, inc lud ing a change in focus

towards Aviation Med ic ine and Occupationa l

Hea l th - a l l p lanned for th is year.

Another good year for us - the level of

hea l th amongst our staff is as good as the

mora le and the Medica l Department is

pleased to have been an integra l part of that. 

Group Tra in ing

Al l years have been demand ing, bu t th i s

was probab ly the most demand ing of a l l

for Tra in ing i n the h i story of the

company, with 2,200 courses de l ivered to

18,500 de legates.

A need for more specia l i sed tra in ing

resu l ted in 40 new programmes offer ing

support to departments such as Emirates

Baggage Services, the Fi rst and Business
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Sign if icant ly we 

managed to reduce 

cost per h i re by 1 5%

G
ro

up
 e

m
pl

oy
ee

 g
ro

w
th

2
0

0
1/

2
0

0
2

15
,4

8
6

 e
m

p
lo

y
ee

s
2

0
0

2
/2

0
0

3
18

,3
8

4
 e

m
p

lo
y

ee
s

Gary Chapman, 

Ch ief Di rector Support

and Development

The new Emirates Aviation Col lege.



Class check-in Lounge, Ai rport Services

and SkyCargo in connection with the

NOMAD software solu tion for ULD

uti l i sation - and Commercia l for the

introduction of a new pric ing system.

Tra in ing a l so supported the grow th of

the Emirates network and Ga l i leo a l so

benef itted with the development of

faci l itators in Oman, I ran, Pakistan and

Sri Lanka.

The Aerospace and Academic Stud ies

Department has had a successfu l year with

1 50 fu l l time students on var ious courses.

The incorporation into the Emirates Group

has g iven a boost to the business with more

opportun ities for the graduates to ga in

work placement and job opportun ities

with in the organ isation .

The newly-bui l t Emirates Aviation Col lege

wi l l be opened in June. I t houses classrooms,

administration offices and simulator faci l ities

with a mul ti-storey car park.

Performance Development

Performance Development has continued to

lead a ser ies of corporate in itiatives and

provide a range of va luable services to

support the Group with performance

improvement expertise.

The team has been instrumenta l , for

instance, in the restructur ing of Dnata

Agencies to improve customer focus, led

the wide rang ing review of our

procurement pol ic ies and procedures,

dr iven eff ic iencies in Emirates Eng ineer ing,

proposed a l ternative ways to manage d i rect

sa les, started a Ba lanced Scorecard project

with Dnata Eng ineer ing, and continued to

work with Emirates Ai rport Services on

sel f-hand l ing in Duba i .

The Department a l so operates severa l

Group-wide projects.

The Customer Relationsh ip Management

programme has started severa l in itiatives

focused on the customer experience, data

ana lysis and information shar ing. With

Skywards, In-f l ight Services and Ai rport

Services a l l active ly engaged in CRM-related

projects, the programme wi l l continue to

enhance the customer experience at key

touchpoints.  

The eVentures Group has successfu l ly

re-launched the reg ion’s lead ing on l ine

travel porta l , wh ich is a l so in Arabic (a

reg iona l f i rst) to take advantage of a new

booking process that provides more choice,

f lex ibi l ity and speed to the user, and to

exploit new partnersh ips in the travel and

le isure industry. 

We launched a group-wide project - the

management development programme to

support and enhance the project

management capabi l ities of our managers

in the Group. Over 1 50 staff were tra ined,

and major projects have been supported

with project management expertise.

Dur ing the year Performance

Development introduced s imu lation as an

ana ly tica l and decis ion support tool and

used it on projects centra l to the expansion

of the company, e.g. s imu lating traff ic in

and ou t of the new Operations Centre, and

to model traff ic th rough the Fi rst and

Business C lass check-in .

Fuel Risk Management

Emirates fuel pr ice r isk management

programme is focused on ach ieving a level

of control over jet fuel pr ices so that

prof itabi l ity is not adverse ly affected when

fuel pr ices r ise, nor is the business den ied

benef its when pr ices fa l l . By successfu l ly

manag ing and execu ting our programme

we a im to lower our cost of jet fuel as wel l
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as provide other benef its such as improved

control over budgeting.

Crude pr ices have rema ined volati le with

the creative, and so far very effective,

pol icy of OPEC provid ing good support to

prices. Our cha l lenge has been to interpret

the actions and reactions of OPEC to best

position our r isk management strategy, not

on ly for the year under review bu t beyond

that horizon too. In add ition we have had

to, of course, recogn ise the potentia l

impl ications on oi l pr ices of the var ious

pol itica l uncerta inties around the g lobe. 

Th rough the use of a proactive r isk

management strategy we were able to make

adjustments to the programme to

successfu l ly meet these cha l lenges. We

mainta ined a h igh percentage cover when

crude prices were at the lower end of the

US$ 20-US$ 30/bbl pr ice range, and

gradua l ly reduced that cover as pr ices

reached or exceeded the top of the range.

Th is on-going and focused proactive

strategy reduced Emirates jet fuel cost by

US$ 76.7 mi l l ion (Dhs 281 .5 mi l l ion) dur ing

th is f inancia l year. 

Centra l Services

Working qu iet ly beh ind the scenes, Centra l

Services is responsib le for manag ing each

and every day transport for some 1 ,100

staff and 340 crew. Exclud ing the a i rs ide

f leet there are over 350 veh ic les involved.

The Ma i l i ng Service section of Centra l

Services hand les 18,000 pieces of ma i l

da i ly wh i le the new au tomated EZ Post

enables users to view " l ive" the movement

of thei r package/ma i l . Then there is the

Fu l f i lment Un it processing and despatch ing

an average of 55,000 customer packs per

month on beha l f of our frequent f lyer

programme, Skywards.

Emirates-Abela Catering
A spectacu lar year for Emirates F l ight 

Cater ing with a l l targets exceeded - some

12 mi l l ion qua l ity mea l s provided and in-

f l ight services for the 95 a i r l i ne customers

at Duba i Internationa l Ai rport. Ou tpu t was

21% h igher than the previous year with an

average da i ly production of 33,000 mea l s.

To meet th is extraord inary demand, the

company has substantia l ly invested in

recru itment of staff and round-the-clock

tra in ing. In add ition to the usua l trade ski l l s,

a g reat dea l of time and effort has been

expounded in the ma intenance and

development of hyg iene, safety and

customer re lations services involv ing 13,000

d i rect tra in ing hours and more than 6,000

lab tests. Al l of th is contr ibu tes to a

trouble-free service and the h ighest possib le

hyg iene level for the company’s products.

At present Emirates-Abela Cater ing

employs 2,500 staff bu t by 2010 it is

expected that the employee count wi l l have

reached 5,800.

Looking to the fu ture, a ded icated

cater ing faci l ity is being bu i l t to meet the

ever-growing demand of Emirates Ai r l ine,

wh ich now represents more than 60% of the

gross sa les. With an investment involving

more than US$ 60 mi l l ion (Dhs 220.2

mi l l ion), the new un it wi l l be completed by

2005 and wi l l have a capacity of 20 mi l l ion

mea ls per year, in itia l ly intended for a i r l i nes

bu t later for other market sectors l i ke

f ive-star hote l s.

And f ina l ly, a chocolate-making plant

has been added to the company (off

Ai rport). I t can now produce some 10

mi l l ion tasty chocolate pieces annua l ly.

As wel l as ach ieving ISO certif ication,

the company won a number of accolades

from its var ious customers inc lud ing
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awards from Cathay Pacif ic, Lufthansa,

Br iti sh Ai rways, Ai r France and Federa l

Express. More recent ly the company won

the Duba i Qua l ity Award 2002 in the

“Service” sector.

Emirates-Abela Cater ing views the

coming year with optim ism and

conf idence and is wel l p laced to meet the

growing demands, not on ly of Duba i itse l f

bu t a l so the carr iers serving Duba i

Internationa l Ai rport.

MMI

MMI has undergone both considerable

grow th and organ isationa l change so as to

strengthen its position in the market place

and to enable it to take advantage of the

business opportun ities ava i lab le. I t has a l so

embarked upon a programme of reg iona l

expansion successfu l ly acqu i r ing a 50%

interest in Oman Un ited Agencies (OUA) in

May 2002. OUA is a market leader in travel ,

consumer and the beverage business in the

Su l tanate of Oman . Subsequent ly OUA

bought a 5 1% interest in ONAS, another wel l

establ i shed beverage reta i l organ isation,

thus s ign if icant ly boosting market share in

that country. MM I has a management

agreement in place with OUA.

Restructur ings involv ing the beverage

department were important in supporting

the introduction of new sa les marketing

systems and tools, as wel l as improving, sti l l

further, MM I’s customer focus. Th is has

helped to improve market share after a

d iff icu l t and try ing per iod. 

There were a l so positive changes at

Costa Coffee, MM I’s franch ise of premium

branded coffee ou t lets, wh ich led to

enhancements of the brand image, g reater

customer satisfaction, and prof itabi l ity. We

are now looking forward to the open ing of

our f lagsh ip ou t lets in the ma in concourse

at Duba i Internationa l Ai rport. Th is i s

schedu led for Apri l 2003.

MM I Consumer was awarded the Chupa

Chups agency se l l i ng a combination of

sma l l toys and confectionery wh ich was a

welcome add ition to the port fol io of

branded and packaged products.

MM I Log istics has taken a strateg ic

decis ion to strengthen its business by

secur ing its partnersh ip to a Globa l

Log istics operation wh i le at the same time

reviewing and enhancing MM I's core

competence. Discuss ions have commenced

with interested parties and it i s expected to

conclude a dea l short ly. 

Gul f Ventures, MMI’s travel inbound

handl ing and loca l tour operator, was

relaunched at the end of 2001 and has

secured back to back contracts from major

tour operators in England and Germany. Gul f

Ventures is poised to continue its expansion

in the next financia l year by tapping new

markets such as Austra l ia and the Far East.

Procurement and Logistics

Procurement and Log istics role i s to

manage our supply base and continuous ly

improve the va lue wh ich suppl iers br ing to

the Emirates Group. As a majority of the

Group's expend iture (exclud ing capita l

items) is spent with th i rd party suppl iers

and service providers, the aggress ive

management of costs has played an

important part in the Company’s dr ive for a

hea l thy prof it marg in .

We have worked c lose ly with our

business partners to ensure cost-

effectiveness wh i le ma inta in ing the service

standards for our passenger and cargo

customers. In a volati le market, where

mergers and f inancia l cr is i s are common,

Support and Development
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we have had to make sure that our

suppl iers are se lected with extreme cau tion

with str ic t pre-qua l if ication cr iter ia .

As part of the strateg ic Enterpr ise

Resource and Plann ing Programme,

Procurement and Log istics implemented

Oracle Purchasing at the start of the

f inancia l year and has completed the

rol lou t of i Procurement to severa l major

departments.

Corporate Development

Dnata ga ined entry into the I ran ian ground

hand l ing market by setting up operations at

Mehrabad Internationa l Ai rport , Teh ran in

Ju ly 2002.  Th is was a long awa ited entry

and an important landmark for Dnata.

Together with severa l internationa l

charter operators, Emirates became a

launch customer.

The operations were bu i l t up as a “g reen

f ie ld" project where the enti re staff were

recru ited from the loca l I ran ian market and

tra ined to internationa l standards.  Th is was

done in c lose co-ord ination and support

from Emirates Group Human Resources

Divis ion .  Managed by Dnata, the

operations are structured as a joint venture

company between Saf i ran Ai rport Services,

a lead ing company in I ran with a strong

aviation background, hold ing 5 1% of the

shares and Dnata with 49%.

In December 2003 the f ive-star

Le Merid ien Al Aqah Beach Resort was

“soft-opened" in Fuja i rah - an impressive

2 18-room hotel on the beach br ing ing

much needed resort fac i l ities to th is

emirate. The project requ i red close

co-ord ination between Corporate

Development, Le Merid ien, as the operator,

f inancia l i nstitu tions and Emirates Group

interna l departments.

Negotiations are present ly underway to

set up ground hand l ing operations at

Tripol i I nternationa l Ai rport , Libya, with

the Libyan Ai rport Authority and Libyan

Arab Ai r l i nes and at Khartoum Internationa l

Ai rport with the support of the Civ i l

Aviation Authority of Sudan .

Group Psychology

An Employees’ Assistance Centre was set up

with in the Group Psychology Department

to provide support for pi lots, eng ineers

and cabin crew. Another innovation on the

way is an Employee Assistance Programme

provid ing a range of specia l i sed socia l

services. I t i s a l so responsib le for the

tra in ing and management of volunteers in

the fami ly ass istance team and to ensure the

socia l wel l-being of staff in Cr is i s

Intervention Stress Management.
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Adverti s i ng

Emi rates’ b iggest ever adverti s i ng

campa ign, ‘Keep d i scover i ng’, was launched

at the Globa l Corporate Commun ications

conference i n Au tumn 2002 and qu ickly

rol led ou t to our key terr itor ies and across

pan-European, Arab, Afr ican and As ian

med ia .  Leverag ing Emi rates’ strong repeat

purchase and our track record of

innovation, th i s emotive and cha l leng ing

campa ign entices people to f ly us for the

f i rst time and keep d i scover i ng our new

products, serv ices and exper iences.  On a

tac tica l leve l , campa igns for new serv ices

to Japan, Perth , Maur iti us and Coch in were

complemented by product launch

adverti s i ng for the Duba i Trave l Hub, new

premium check-in and Bus iness C lass

lounges i n Duba i , t he new ch i ld ren’s

frequent f lyer c l ub ca l led Skysurfers and

our on l i ne booking product.  A new Duba i

stopover campa ign was launched

internationa l l y and promotiona l co l latera l

for the a i r l i ne, Dnata , Em i rates Hol idays

and Skywards was refreshed and

expanded.  We launched new corporate

brand and tac tica l adverti s i ng campa igns

for Emi rates SkyCargo (taking an award

from Ai r Transport Wor ld for the

campa ign it rep laces) and deve loped new

TV commerc ia l s for Emi rates Hol idays.

We ran a major promotiona l campa ign for

Dnata Agenc ies entit led ‘F ly and Win’,

wh ich boosted sa les across a l l UAE Dnata

ou t lets. For Mercator, adverti s i ng i n g loba l

a i r l i ne publ ications he lped dr ive strong

interest i n the i r wide range of IT products

and serv ices. To complement the v i rtua l

agency mode l , we conti nue to ref i ne

interna l processes and re locate much of

the br ief i ng, budgeti ng, production,

research and med ia p lann ing on l i ne to

reduce time to market as wel l as un it costs.

Tracking stud ies conti nue to run across

severa l key markets and he lp to mon itor

g row th in awareness and aff in it y to the

Emi rates brand, prov id i ng va l uab le i n pu ts

i nto creative and med ia deve lopment as we

a im to become a g loba l a i r l i ne brand.  

I nternet

The I nternet Commun ications Un it

supports 39 webs ites across the Group,

manages traff ic generation campa igns and

plays a key ro le i n leverag ing the revenue,

cost and serv ice benef its of e-commerce.

www.emi rates.com has been complete ly

redes igned, with add itiona l func tiona l i t y

and i ndustry-lead ing content. The new s ite

i s current ly de l iver i ng up to 1 50,000 web

pages a day to customers from a l l over the

wor ld, wh ich i nc l udes reg iona l s ites for

the UK, France, Germany, I nd ia , S i ngapore

Corporate Communications
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Creati ng a strong Emi rates awareness across 64 desti nations i nvolves

head off ice teams of spec ia l i sts - and the creative personne l of no less

than 100 Adverti s i ng, Pub l ic Re lations and Aud io V isua l agenc ies a round

the wor ld.  P l us the support of suppl iers of exh ib ition stands, pr i nters,

f i lm stud ies, photo l i bra r ies and I nternet software compan ies.

I n the Gu l f, Corporate Commun ications i s a l so respons ib le for

ensur i ng that Dnata i s presented as a v ibrant and exc iti ng product , both

at the a i rport and i n the trave l agency f ie ld.

Corporate Commun ications works c lose ly with its i n terna l

departments and keeps our customers up to date with Group ac tiv ities,

i n every med ium imag inab le ... from the web, to window d isp lays, from

tab lo ids to TV, from bus s ides to p lane s ides, from soccer goa l s to

gol fer’s hole-in-ones, from horse races to powerboat races ...

We conti nue to i nvest i n EmPower - our i ntranet wh ich powers our

v i rtua l agency network - a l lowing campa igns to be deve loped and

shared at I n ternet speed.

At the same time, our Area Managers prov ide a loca l strategy to the

g loba l themes th rough the i r c lose re lationsh ips with these agenc ies

wh ich a l so work with them on tac tica l campa igns.

The new campa ign dr ives

tr ia l of the a i r l i ne.



and Japan .  Fo l lowing the implementation

of the Group’s content management

system, on l i ne content i s be ing more

eff ic ient ly shared across the company,

i nterna l l y and externa l l y and

www.emi rates.com current ly supports

on l i ne booking i n 22 markets. The huge ly

successfu l Group recru itment s ite

www.emi ratesg roupcareers.com now

features an on l i ne corporate i nduc tion

modu le wh ich prov ides new recru its with

i n formation on the Group’s h i story, brands

and employee deve lopments p lans.

www.skywards.com and

www.skysurfers.skywards.com continue

to be deve loped and he lp attrac t i ncreas i ng

numbers of people to the prog rammes, as

wel l as on l i ne customer serv ic i ng .

www.dnata .com was re-launched to ref lec t

a new look with rev i sed content and a

f lash home page and nav igation . The new

www.wor ldofevents.com s ite i s a l ready

attrac ti ng enqu i r ies from potentia l g loba l

partners and the new www.bti-uae.com

site prov ides extens ive i n formation and

serv ice to the bus iness trave l commun ity

with in the UAE. Severa l extens ive

acqu i s ition campa igns, regu la r spec ia l

offers, i nnovative on l i ne adverti s i ng p l us

I nternet-on ly offers, now mean that the

on l i ne med ium i s i ncreas i ng ly prov ing to

be a cost effec tive and successfu l part of

the Group adverti s i ng m ix.  

Promotions

Emi rates conti nues to bu i ld its

sponsorsh ip port fo l io th rough var ious

sports a round the wor ld i nc l ud ing

horserac ing i n Maur iti us, I re land and

Singapore, rugby i n Duba i , Sou th Afr ica ,

Wa les and Eng land, gol f i n Japan, I ran and

Austra l ia as we l l as i n Austra l ian Ru les

Footba l l as the tit le sponsor for the

Col l i ngwood Footba l l C l ub.

The sponsorsh ip pa id off with the

Mel bourne C lub, as the Magpies were

Grand F ina l i sts i n the f i rst of the i r new

th ree-year contrac t.

One of our most h igh prof i le

sponsorsh ips i s with the I nternationa l

Cr icket Counc i l (ICC) and the brand ing of

the match umpi res with the fam i l ia r “F ly

Emi rates” wh ich has a l ready been seen by

mi l l ions of TV v iewers wor ld-wide.

Another major sponsorsh ip

announcement that he lped sea l Em i rates’

commitment to exce l lence th roughou t the

wor ld was that of the FI FA Wor ld Cup.  H i s

H ighness She i kh Ahmed announced i n

January that Em i rates wi l l be an Off ic ia l

Pa rtner for the next FI FA Wor ld Cup to be

he ld i n Germany in 2006, wh ich i nc l udes

var ious events and tournaments over the

next four years lead ing up to the F ina l s.

We renewed our commitment to

severa l famous events i nc l ud ing the

wor ld ’s r ichest horse race - the Duba i

Wor ld Cup, Austra l ia’s Mel bourne Cup

Carn iva l and the PGA European Tour’s

Duba i Desert C lass ic wh ich was

broadcast to an estimated 50 m i l l ion

homes wor ldwide.

We are proud, too, to conti nue our

partnersh ip with the Che l sea Footba l l C l ub

in the Eng l i sh Prem ier League.  “F ly

Emi rates” on the b l ues’ str ip i s seen by an

estimated 440 m i l l ion v iewers each time a

Che l sea match i s screened.
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Bu t it was not a l l sports promotions,

for Emi rates as usua l partic ipated i n the

ITB fa i r i n Ber l i n with a un ique “see

th rough” exh ib ition stand shaped l i ke an

Ai rbus A380, a tr ip le decker, to rep lace the

double decker wh ich sto le the show at the

Arabian Trave l Market.

On the cu l tu ra l scene, Em i rates

conti nued to be a sponsor of the Duba i

Concert Committee and conc luded a

head l i ne-winn ing partnersh ip with the

th ree major symphony orchestras i n

Austra l ia - Sydney, Me l bourne and the

West Austra l ian .

Med ia Re lations

Med ia Re lations prov ided strong bu t

carefu l l y-ta rgeted support.  I n 12 months

of remarkab le ac tiv it y it he lped g rab

wor ldwide head l i nes with stor ies and

features on the whole spec trum of our

bus iness, contr i bu ti ng demonstrab ly to

sa les and carefu l l y i nteg rati ng its efforts to

he lp bu i ld a tru ly so l id and b lossoming

g loba l brand.

The un it secured favourab le bus iness

and le i su re trave l coverage for the Group

and for Duba i and the UAE on TV and

rad io, i n newspapers, magaz ines and on

newswi res l i ke Reu ters, CNN and

B loomberg . Topics ranged from in-f l ight

cater i ng to a i rcraft purchas ing, and stor ies

featu red prominent ly i nc l uded new

a i rcraft orders, the expand ing

sponsorsh ip prog ramme, the launch of s i x

new rou tes and a str i ng of awards for h igh

qua l i t y serv ice.  

Among scores of press conferences

and hundreds of one-on-one interv iews

arranged to keep our name to the

forefront on news agenda were: the record

resu l ts, attended by some 200 journa l i sts

from Duba i and worldwide; a party of 1 50

German med ia persons v i s iti ng Duba i for

the Thomas Cook brochure launch ; 250

journa l i sts who f lew from, to or th rough

Duba i pu tti ng it centre stage on the wor ld

map, and a new and sharper focus on n iche

publ ications and programmes cover ing

gol f, shopping and spa hol idays. I n tota l

some 600 pr int , broadcast and e lec tron ic

journa l i sts were hand led by the un it.

The latest i ndependent research c ites

Emi rates as one of the compan ies with the

g reatest improvement i n favourabe rati ngs

compared with compan ies i n the London

FTSE 100. Key brand va l ues wh ich showed

particu la r g row th i nc l uded ‘wor ld c lass’,

‘ i nnovative’, ‘rap id bu t so l id g row th’ and

‘committed to qua l i t y ’.

I n teg ra l to Med ia Re lations i s I n terna l

Commun ications, both be ing e lements of

effec tive repu tation management.

Our va l ues a re re in forced th roughou t

the company by keep ing staff i n formed on

our bus iness and pol ic ies.  Th i s was done

th roughou t the year by a number of

med ia - news letters (both i n pr i nted and

e lec tron ic form), the company ’s i ntranet

Groupwor ld, and regu la r Product Bu l leti ns

and broadcast e-ma i l messages.

Passenger Commun ications and 

Visua l Services

Emi rates conti nues to be a market leader i n

i n-f l ight enterta i nment with i n-arm

players i n F i rst and Bus iness C lass i n our

f leet of A330s and B777-300s. The v ideo

l i bra ry offers 200 tit les.

During the year we showed some 250

other f i lms in a l l c lasses offering passengers

a choice of Hol lywood, Bol lywood, Arabic,

Ch inese and Japanese movies, plus a wide

selection of video games.

Corporate Communications

The Emi rates Group
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Press conference to

announce Emirates as

Off ic ia l Partner for 

2006 FI FA World Cup.

The new A380 stand at

ITB Ber l in .
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Interna l Audit

Audit presence in the organ isation

increased th rough innovative aud it

programmes, au tomation tools developed

in-house, and the se lective use of loca l

expertise at ou tstations.

A re-structur ing of Emirates Group

Interna l Aud it around the Group’s business

entities ensured a deeper engagement with

un it-specif ic r isks and control s and at the

same time r isk and control assessment

tra in ing to l i ne managers continued to be

provided by Interna l Aud it.

Continued professiona l education has

ensured that over 80% of the Department’s

staff possesses the h ighest professiona l

credentia ls in thei r f ie ld (CA, CIA, CISA, CPA).  

The Information Systems (IS) aud it un it

has made an important contr ibu tion to the

Group’s IS secur ity pol ic ies.  The Secur ity

Control Framework for Appl ication Systems

developed by the Department is now an

integra l part of IT appl ication developments

and acqu is itions.

Emirates Group Interna l Aud it staff

serve on the Standards Boards of the

Information Systems Aud it and Control

Association (ISACA)  and the Institu te of

Interna l Aud itors (I IA).  The Group’s Ch ief

Interna l Aud itor has been nominated as

Reg iona l Di rector of the I IA for the Gu l f-

Midd le East-Ind ian Ocean reg ion . 

Group Security

Our extremely vig i lant Ai rport Un it

detected 3,1 12 improperly documented

passengers and successfu l ly dea l t with the

problem before the passengers boarded the

f l ights. Our T icket Fraud Prevention Un it

was a l so on the ba l l recover ing Dhs 1 .4

mi l l ion worth of ticket and card losses. 

In add ition to provid ing secur ity

tra in ing for Ground Crew and Secur ity

Personnel , the Aviation Secur ity Tra in ing

Un it fu l f i l led the requ i rements to obta in

accred itation of its d iploma in Secur ity

Management Courses from the Ed ith Cowan

Un ivers ity of Western Austra l ia .  Our joint

venture with Mont Pel ier Secur ity, the

internationa l secur ity company, has

contr ibu ted to big savings in cost and

improved asset protection in our

accommodation and bu i ld ing un its.

The Transguard Un it , in association

with M/S. Gisecke and Devr ient , started the

f i rst u l tra-modern au tomated Cash Process

and Management Centre in the Gu l f reg ion .

The Cash Management Centre has the

capacity and capabi l ity of processing

250,000 bank notes in a s ing le e ight-hour

sh ift and it present ly offers th is service to

Nationa l Bank of Duba i and Emirates Bank.

I t a l so provides vau l t management

services.  Contracts with other lead ing

internationa l banks in the reg ion are now

being negotiated.

The Emi rates Group
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SriLankan
As the peace accord in Sr i Lanka entered its second year, the trad ing

position of Sr iLankan Ai r l i nes continue to improve.

One more Ai rbus A320 was added to the f leet to provide increased

capacity into Ind ia , where two new destinations - Banga lore and Bodh

Gaya were brought on-l ine.  Services to Frankfurt were reintroduced and

frequencies to other European destinations increased.

The a i r l i ne continues to ga in internationa l recogn ition being voted Best

Ai r l i ne in Centra l Asia - Skytrax 2002, for the second consecu tive year,

Most Fr iend ly Cabin Crew in the World - Skytrax 2002 and Best Ai r l i ne in

Sou th Asia 2002, by lead ing travel magaz ine TTG (Asia).

Sr iLankan Air l ines looks forward with confidence to the fu ture and

antic ipates strong grow th in a l l segments of inbound tourism, together with

renewed interest from overseas investors as Sri Lanka’s economy improves.

Cash Management Centre,

Transguard.
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Group
Chairman His Highness Sheikh Ahmed bin Saeed Al-Maktoum

Group Managing Director Maurice Flanagan

Chief Director Finance, IT and Services Dermot Mannion

Chief Director Support and Development Gary Chapman

Director Safety, Standards and Regulatory Liaison Mohammed Al Khaja

Director Information Technology Hugh Pride

Director Corporate Communications Mike Simon

Group Legal Director Chris Walsh

Director Human Resources Abdulaziz Al Al i 

Head of Corporate Development Khaled Mohammed Al Kamda

Head of Group Safety Michael Quinn

Head of Medical Services Dr. Alasdair Beatton

Senior General Manager Customer Affairs and Service Audit Richard Ng

Head of Procurement and Logistics Shoaib Khoory

Chief Internal Auditor M. A. Siddique

Chief of Group Security Dr. Abdul la Al Hashmi

Head of Chairman’s Office and Faci l ities Management Al i Mubarak Al Soori

Head of Performance Development Martin Tomlinson

Senior General Manager Finance Joshua Koshy

Senior General Manager NDC Gal i leo Emirates Naz Nizari

Corporate Treasurer Riyaz Peermohamed

Senior Legal Advisor Al istair Dunn

Emirates
Chairman His Highness Sheikh Ahmed bin Saeed Al-Maktoum

Group Managing Director Maurice Flanagan

Chief Director Airl ine Tim Clark

Commercial Operations Director Ghaith Al Ghaith

Director Emirates Engineering Adel Jawad Al Redha

Director Service Del ivery Don Foster

Director Fl ight Operations Chris Knowles

Director Cargo Ram Menen

Director Destination and Leisure Management Hans Haensel

Director EK Dubai Airport Services Dale W. Griffith

Deputy Director EK Airport Services Mohammed Mattar

Head of EK Dubai Airport Development Terence Daly

Head of Planning, International & Industry Affairs Tony Tayeh

Head of Revenue Optimisation Scott McMahen

Senior General Managers:

Commercial Operations (West Asia & Pacific Rim) Keith Longstaff

Commercial Operations (Europe and North America) Nigel Page

Senior General Manager EK Airport Services Ahmed Khoory

Dnata
Chairman His Highness Sheikh Ahmed bin Saeed Al-Maktoum

Group Managing Director Maurice Flanagan

Director Dnata Airport Services Ismai l Al i Albanna

Senior General Manager Dnata Cargo Jean Pierre de Pauw

Senior General Manager Dnata Agencies Rashid Al Noori

Senior General Manager Dnata Airport Operations Tom Lewis

Senior General Manager Dnata Airport Projects Derek Swan



2002-03 2001-02 2000-01 1999-00 1998-99

Consolidated financial statements*

Total revenue (AED'000) 9,607,279 7,274,658 6,417,372 5,113,875 4,442,987
Total expenditure (AED'000) 8,647,136 6,783,795 5,970,725 4,812,975 4,130,028
Operating profit (AED'000) 1,000,511 625,794 665,653 513,316 437,215
Net profit (AED'000) 906,747 468,231 421,825 300,900 312,959

Separate financial statements

Revenue per employee (AED) 872,652 793,642 808,469 783,856 786,091
Value added per employee (AED) 315,835 286,484 299,539 303,596 306,973

Emirates operating statistics

Performance indicators
Yield (Fils per RTKM) 169 166 174 185 195
Unit cost (Fils per ATKM) 109 108 114 119 126
Breakeven load factor (%) 64.5 65.1 65.5 64.5 64.7

Fleet
Number of aircraft 46 38 35 32 26
Average age (months) 36 37 36 48 59

Production
Destination cities 64 57 55 50 47
Overall capacity (ATKM million) 7,350 5,718 4,761 3,824 3,111 
Available seat kilometres (ASKM'000) 41,336,554 32,629,532 27,254,862 22,425,775 18,673,830
Aircraft departures (number) 45,452 38,914 35,310 32,482 28,677

Traffic
Passengers carried (number) 8,502,894 6,765,113 5,718,818 4,775,478 4,252,759
Passenger seat kilometres (RPKM'000) 31,660,547 24,230,533 20,468,473 16,129,796 13,908,191
Average distance flown per pax (Kms) 3,724 3,582 3,579 3,378 3,270
Passenger seat factor (%) 76.6 74.3 75.1 71.9 74.5
Cargo carried (Kg'000) 525,188 400,569 335,194 269,919 214,215
Overall load carried (RTKM million) 5,145 3,908 3,310 2,613 2,158 
Overall load factor (%) 70.0 68.3 69.5 68.3 69.4

Employee
Average employee strength (number) 10,507 8,697 7,571 6,524 5,652
Capacity per employee (ATKM) 699,487 657,513 628,850 586,100 550,494
Load carried per employee (RTKM) 489,627 449,331 437,148 400,485 381,731

* Emirates issued consolidated financial statements for the first time in 2000-01.
To conform with the consolidated presentations, figures for 1999-00 have been
reclassified. Figures for financial years prior to 1999-00 conform with the
presentation of separate financial statements.
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2002-03 2001-02 2000-01 1999-00 1998-99

Consolidated financial statements

Total revenue (AED'000) 959,965 820,131 740,988 673,390 564,096
Total expenditure (AED'000) 818,236 685,364 631,460 545,972 448,074
Operating profit (AED'000) 123,600 112,776 79,312 104,463 95,197
Net profit (AED'000) 141,729 134,767 109,528 127,418 116,022

Separate financial statements

Revenue per employee (AED) 150,956 125,290 124,431 127,421 113,648
Value added per employee (AED) 112,787 98,133 96,068 99,659 92,440

Airport operating statistics

Performance indicators
Aircraft handled (number) 69,322 59,994 60,689 56,956 50,452
Passengers handled (number) 16,452,152 13,805,735 12,793,174 11,198,318 10,028,115
Cargo handled (Kg'000) 399,193 635,298 572,778 498,058 429,089

Employee
Average employee 
strength (number)

Airport operations 3,885 3,764 3,555 3,087 2,813
Cargo 811 1,161 1,027 940 981

Aircraft handled per 
employee (number) 18 16 17 18 18

Passengers handled per 
employee (number) 4,235 3,668 3,599 3,628 3,565

Cargo handled per employee (Kgs) 492,223 547,199 557,720 529,849 437,400
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2002-03 2001-02 % Change

Group
Total revenue* AED (million) 10,240.1 7,814.5 31.0 
Total costs* AED (million) 9,138.3 7,188.9 27.1 
Operating profit AED (million) 1,124.1 738.6 52.2 
Net profit AED (million) 1,048.5 603.0 73.9 

Group liquid funds AED (million) 4,780.9 3,401.3 40.6 
Shareholders' funds AED (million) 4,429.7 3,549.2 24.8 
Return on shareholders' funds % 26.3 18.9 7.3 pts

Value added AED (million) 4,203.2 3,246.2 29.5 

Emirates
Total revenue AED (million) 9,607.3 7,274.7 32.1 
Total costs AED (million) 8,647.1 6,783.8 27.5 
Operating profit AED (million) 1,000.5 625.8 59.9 
Net profit AED (million) 906.7 468.2 93.7 

Value added AED (million) 3,493.8 2,615.6 33.6 

Dnata
Total revenue AED (million) 960.0 820.1 17.1 
Total costs AED (million) 818.2 685.4 19.4 
Operating profit AED (million) 123.6 112.8 9.6 
Net profit AED (million) 141.7 134.8 5.2 

Value added AED (million) 710.4 633.0 12.2 

*After eliminating inter company transactions of AED 327.1 million in 2002-03
(2001-02: AED 280.2 million), comprising operating income / expense of AED
326.1 million (2001-02: AED 277.8 million) and interest income / expense of
AED 1.0 million (2001-02: AED 2.4 million).

The financial year of the Emirates Group is from 1 April to 31 March.
Throughout this report all figures are in UAE Dirhams (AED) unless otherwise
stated. The exchange rate of the Dirham to the US Dollar is fixed at 3.67.

The percentage change has been based on the exact figures before rounding
in respect of the two financial years. 

The Emi rates Group

42

Financia l stati stics



Group operating profit for 2002-03 posted a hefty increase of 52.2% at AED 1,124 million (2001-02:
AED 739 million). Consequently, the Group operating margin is higher at 11.2% (2001-02: 9.6%).

Group profit net of minority interest and before tax increased significantly by AED 449 million (72.9%) to
AED 1,066 million.

After provision for taxation payable to overseas governments, Group net profit registered a substantial
increase of 73.9% to AED 1,048 million from AED 603 million last year.

Return on shareholders' funds reflected a noteworthy increase to 26.3% as compared with 18.9% in
2001-02.

At a company level, Emirates and Dnata achieved operating profit margins of 10.6% (AED 1,001 million)
and 13.1% (AED 124 million) respectively.

Emirates' profit net of minority interest and before tax showed a momentous increase of AED 442
million (91.8%) to AED 924 million and net profit by AED 439 million (93.7%) to AED 907 million.
Dnata's profit before and after tax increased by 5.2% to AED 142 million.

Emirates' cash profit from operations (or EBITDA) was up 30.9% to AED 1,474 million as compared with
AED 1,126 million in 2001-02.  Cash generated from operating activities increased substantially by AED 924
million and covered 67.5% (2001-02: 50.7%) of current liabilities.

Total Group revenue in 2002-03 was AED 10,240 million, a considerable increase of AED 2,426 million
(31.0%) over the previous year.  Group revenue consisted of operating revenue of AED 9,917 million and
other income of AED 323 million (2001-02: AED 7,453 million and AED 361 million).

All inter company transactions between Emirates and Dnata have been eliminated in computing Group
revenue.

Emirates operating revenue rose by AED 2,377 million (34.2%) to AED 9,317 million reflecting the increase
in yield and load factor. Other income for the year decreased to AED 290 million from AED 334 million in
2001-02.

Passenger revenue at AED 6,915 million was 31.4% higher than last year, while cargo and related revenue
grew by 48.8% to AED 1,708 million. Passenger and cargo revenue (including courier, mail and excess
baggage) constituted 93.4% of Emirates' total operating revenue.

Dnata's operating revenue increased by 17.2% over last year to AED 925 million.  Other income for the year
was AED 35 million as compared to AED 30 million in 2001-02. 

Group operating costs at AED 8,903 million were AED 1,984 million (28.7%) up over last year.

Total Group expenditure including financing costs and taxation was AED 9,138 million, a rise of AED 1,949
million (27.1%) over last year growing at a lower pace than the increase in total Group revenue.

The increase in Emirates’ costs came mainly from higher employee expenditure (up AED 458 million or
35.5%), sales and marketing costs (up AED 300 million or 36.9%), aircraft operating lease costs (up AED
236 million or 33.5%), fuel and oil (up AED 168 million or 20.2%) and corporate overheads (up AED 308
million or 45.4%). 

Group capital expenditure for 2002-03 was AED 1,663 million, 14.5% lower than the previous year's level
of AED  1,945 million on account of fewer aircraft taken on finance lease. Aircraft, spares and spare engines
comprised 74% of the total capital spend.  This included disbursements for aircraft deliveries during the
year and progress payments for future deliveries. 

Group

At 31 March 2003, the Group's liquidity position improved significantly by 41% to AED 4,781 million (2001-
02: AED 3,401 million).  The improvement in liquidity was recorded even after funding Group capital
outflows in excess of AED one billion comprising of pre-delivery payments, spare engines, rotables and
other capital items.

Group shareholders’ funds at 31 March 2003 were AED 4,430 million, up AED 881 million (25%) from 31
March 2002.
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Emirates

During the current financial year, AED 1.3 billion of financing was raised by Emirates at an attractive
all-in cost to finance four A330-200 aircraft.  In addition, we used operating leases to finance seven
B777-300 aircraft from Singapore Aircraft Leasing Enterprise and International Lease Finance
Corporation.  

At 31 March 2003 the Emirates fleet numbered 46 aircraft of which 29 aircraft were on operating
leases. Operating leases help Emirates diversify into new sources of financing as well as to provide
fleet flexibility and provide a measure of protection against residual value risk. Emirates continues
to adopt a balanced portfolio approach to finance its fleet requirements, including the use of
operating leases.

Emirates cash balance at 31 March 2003 of AED 4,082 million (2001-02: AED 2,938 million),
represents substantially more than one year's debt obligations and lease rentals. Thus Emirates
cash balance more than adequately covers its benchmark of maintaining cash balances for at least
six months debt obligations and lease rentals.  The Group's cash management policy ensures that
the Group has sufficient liquidity to meet its day-to-day needs and to fund its capital investment
programme.

Cash flow generated  from operating activities were robust at AED 2,252 million for the year ended
31 March 2003,  which covered around three times the annual amount of debt service (principal
and interest payments on aircraft financing and bond issue).  Cash profit from operations (EBITDA)
was AED 1,474 million for the year ended 31 March 2003, which covered net interest costs more
than eleven times.

The financial year witnessed US Dollar interest rates at a 41 year low, which provided us with an
opportunity to swap some of our floating interest rates exposure into attractive long term fixed
rates.  The Emirates Group invested the majority of its cash surplus with well diversified triple A
rated liquidity funds, thereby securing superior credit quality for its cash surplus and at the same
time enhancing interest income.  In addition, some of the floating interest income on our surplus
cash reserves was swapped into fixed rates on a medium term basis.  These initiatives improved
the yield on our surplus funds by an average of 72 bps during this financial year, which is creditable.

Emirates has maintained a balanced portfolio approach towards managing its interest rate and
currency exposure, where appropriate, by structuring aircraft financing leases in currencies in

which revenues are generated to form a natural
hedge, or, by entering into strategic forward foreign
exchange contracts or interest rate/currency swaps.
The balanced strategy has allowed Emirates to keep
its exposure to movements in interest rates and
currency at manageable levels and optimise the
related impact on the income statement.

As part of this strategy, Emirates has hedged an
average of 66%(2001-02: 67%)of Sterling and Euro
inflows at 31 March 2003. Emirates long term debt,
as at 31 March 2003, is comprised of 45% on fixed
interest rate basis with the balance 55% at floating
interest rates. At 31 March 2003, Emirates long term
debt (including bonds) carried a weighted average
interest rate of 3.83% (2002 : 5.27%) per annum. 

Emirates shareholders’ funds at 31 March 2003 were
AED 3,709 million, up AED 2,931 million (27%) from
31 March 2002.  Emirates long term debt (net of
cash) amounts to AED 1,344 million at 31 March
2003, a decrease of AED 825 million over 31 March
2002. While actual long term debt rose by AED 319
million during the year ended 31 March 2003, cash
increased by a higher amount of AED 1,144 million
during the same period. At 31 March 2003, Emirates
long term debt (net of cash) / shareholders' funds
ratio was 36 % (2002: 74%).
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Value added is a measure of wealth created. This statement shows the value
added by the Group over the past five years and its distribution by way of
payments to employees, governments and to providers of capital. It also indicates
the portion of wealth retained in the business.

2002-03 2001-02 2000-01 1999-00 1998-99
AED’000 AED’000 AED’000 AED’000 AED’000

Group operating revenue 9,916,515 7,437,127 6,612,761 5,406,980 4,679,264
Less:  Purchase of goods and services 6,036,941 4,568,328 3,970,290 3,078,810 2,643,568

3,879,574 2,868,799 2,642,471 2,328,170 2,035,696

Add: Other operating income 110,642 220,458 224,019 123,075 51,672
Interest income 105,143 98,822 91,956 59,075 32,238
Profit on sale of investments - - - -   61,558
Share of profit / (loss) of 
associated companies 107,831 58,142 (7,325) (8,159) 2,735

Total value added by the Group 4,203,190 3,246,221 2,951,121 2,502,161 2,183,899

Distribution of value added:
To employees - salaries and other 

employee costs 2,251,121 1,724,489 1,537,339 1,305,537 1,117,199
To overseas governments -

Corporation and other taxes 16,996 13,302 10,272 7,079 12,237
To suppliers of Capital -

Dividends 240,000 140,000 140,000 40,000 40,000
Interest 218,217 256,602 263,149 233,298 187,725
Minority Interest 53,396 22,632 24,822 -   -   

Retained for re-investment and 
future growth -

Depreciation and amortisation 614,984 626,198 584,186 527,929 437,757
Retained profits 808,476 462,998 391,353 388,318 388,981

Total distribution of value added 4,203,190 3,246,221 2,951,121 2,502,161 2,183,899
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In 2002-03, the total 'value added' of the Group increased by AED 957 million
(29.5%) to AED 4,203 million (2001-02: AED 3,246 million). The increase came
mainly from increased operating revenue (AED 2,479 million) while the cost of
purchases of goods and services increased by AED 1,469 million.

Employees received AED 2,251 million (53.6% of the total value added) in the
form of salaries and other related costs including a profit share whilst
distributions on account of taxation, interest, dividends and minority interest
were AED 529 million (12.6%).

The amount retained in the business for future growth was AED 1,423 million
(33.8%).
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2002-03 2001-02
AED million % AED million %

Passenger 6,915 74.2 5,261 75.8
Cargo 1,602 17.2 1,059 15.3
Excess baggage 84 0.9 68 1.0
Courier 78 0.8 69 0.9
Mail 28 0.3 19 0.3

Transport revenue 8,707 93.4 6,476 93.3

Sale of goods 471 5.1 340 4.9
Destination and leisure 

(see below) 90 1.0 78 1.1
Other 49 0.5 47 0.7

Total operating revenue 9,317 100.0 6,941 100.0

Destination and leisure revenue reflects the net income after removal of inter company
transactions and direct operating costs. Total package sales achieved for 2002-03 were
AED 464.5 million up 12.5% on the previous year (2001-02: AED 413 million). 
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Expend iture

2002-03 2001-02
AED million % AED million %

Employee (see (a) below) 1,749 20.8 1,291 19.8
Sales and marketing 1,111 13.2 811 12.5
Fuel and oil 998 12.0 830 12.8
Aircraft operating leases 938 11.2 702 10.8
Depreciation and amortisation 548 6.5 562 8.6
Handling 525 6.2 445 6.8
In-flight catering 429 5.1 392 6.0
Overflying 332 3.9 233 3.6
Aircraft maintenance 325 3.9 197 3.0
Cost of goods sold 271 3.2 220 3.4
Landing and parking 199 2.4 149 2.3
Corporate overheads 986 11.6 679 10.4

Total operating costs (see (b) below) 8,411 100.0 6,511 100.0

(a) Includes in-house engineering employees.
(b) Excludes interest and financing costs.

Employee 20.8%

Sales & marketing 13.2%

Fuel & oil 12.0%

Aircraft operating leases 11.2%

Depreciation and amortisation 6.5%

Handling 6.2%

In-flight catering 5.1%

Overflying 3.9%

Aircraft maintenance 3.9%

Cost of goods sold 3.2%

Landing and parking 2.4%

Corporate overheads 11.6%

Expend iture



Overall yield increased by 2.1% to 169 fils per tonne-kilometre, benefiting from stronger
currencies against the Dollar in UK and Euro countries, and reflecting price increases on
account of higher insurance, security and fuel costs.

Passenger yield increased by 0.6% mainly on account of stronger currencies and an
increase in premium class traffic. Cargo yield increased by 11.7% on account of stronger
currencies and the collection of cargo security and fuel surcharges designed to cover
higher operating costs.

Unit costs increased by 1.4 fils (1.3%) to 109 fils per capacity tonne-kilometre. The
increase mainly reflects the adverse impact on direct operating costs of stronger
currencies against the Dollar, the full year impact of increased insurance costs, and an
increase in sales and marketing spend where activities were severely curtailed in the last
financial year following the events of September 11. Cost of fuel and oil decreased
significantly to US Cents 63.8 per US gallon (2001-02: US Cents 66.4) due to proactive
risk management utilising financial instruments resulting in a decrease in costs by AED
281 million. Had the benefits from fuel risk management not been achieved, unit costs
would have been higher at 113 fils. 

The breakeven load factor has improved to 64.5 % from 65.1% last year benefiting
from the overall net yield increase.
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Traffic increased by 31.6% to 5,145 million tonne-kilometres, 3 percentage
points higher than the capacity increase (28.5% to 7,350 million tonne-
kilometres).  Aircraft departures increased by 16.8% to 45,452, while aircraft
utilisation remained one of the highest in the industry at 13 hours per day.

The increase in traffic came principally from:

• the introduction of new passenger services to Khartoum, Perth, Mauritius,
Osaka and Cochin

• the increase in frequencies to the United Kingdom, Germany, France, Qatar,
Syria and Iran

• increased capacity to existing destinations with larger aircraft, mainly
Sydney, Sanaa, Bahrain, Istanbul and Cairo

• increase in freighter operations (58% higher compared with the previous
year) with the introduction of new cargo services to Shanghai and Liege and
the operation of charters to various destinations.

Passenger seat factor improved by 2.3 percentage points to set a new record
at 76.6%.  Passengers uplifted reached 8.5 million in 2002-03, representing an
increase of 25.7% over last year, despite a drop in seat factor during March on
account of the situation in Iraq.

Cargo carried in 2002-03 improved by 31.1% to 525,188 tonnes (2001-02:
400,569 tonnes), recording strong growth across the entire network.

Overall load factor improved by 1.7 percentage points to 70.0%, reflecting a
very strong performance considering the large increase in capacity.

Emi rates
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In the year under review, the average workforce rose by 4,451 (48.6%) to 13,614. The
average number of employees in the airline grew by 1,810 (20.8%) to 10,507 as a result
of the significant growth in capacity. 

A breakdown of the number of employees by category is shown below:

2002-03 2001-02

UAE
Cabin crew 3,355 2,719
Flight deck crew 672 556
Engineering 794 699
Other 3,712 2,971

8,533 6,945

Overseas stations 1,974 1,752

Total Emirates 10,507 8,697

Subsidiary companies 3,107 466

Average employee strength 13,614 9,163

Employee productivity for the airline, measured in terms of revenue per employee was up
by 10.0% at AED 872,652 compared with AED 793,642 in 2001-02. 

Value added, which is a measure of wealth created by the airline was AED 3,318 million
up 33.2% on last year (2001-02: AED 2,492 million). This is equivalent to AED 315,835
per employee, up 10.2% over the previous year (2001-02: AED 286,484).

Capacity per airline employee improved for the thirteenth year with a 6.4% increase
in ATKM to 699,487 (2001-02: 657,513).  In addition, load carried per airline employee
increased 9.0% to RTKM 489,627 (2001-02: 449,331).
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Employee strength and productiv it y
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Aircraft In operation On firm order On option

B777-200 9 - -

B777-300 11 - -

A310-300 1 - -

A330-200 25 4 -

A340-500 - 6 10

A380-800 - 22 10

Total 46 32 20

In addition to the above, Emirates has entered into a contract with International Lease
Finance Corporation in respect of one B777-300 aircraft to be delivered in June 2003. 

Emirates operates the youngest fleet in the industry with an average age of 36
months as compared with an industry average of 156 months. 
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2002-03 2001-02
AED million % AED million %

Airport operations 374 40.5 300 38.0

Information technology 200 21.7 155 19.6

Cargo handling 126 13.6 133 16.9

Reservations system 95 10.2 86 10.9

Agency commission 75 8.1 70 8.8

Property management 30 3.2 24 3.0

Other 25 2.7 22 2.8

Total operating revenue 925 100.0 790 100.0

Dnata
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2002-03 2001-02
AED million % AED million %

Employee 502 61.3 434 63.3

Depreciation 67 8.2 64 9.4

Accommodation 39 4.8 38 5.6

Corporate overheads 210 25.7 149 21.7

Total operating costs 818 100.0 685 100.0
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Dubai International Airport maintained its impressive growth on traffic
volumes:

• the number of passengers handled were 16.5 million, an increase of 19.2%
or 2.6 million over the previous year

• the volume of cargo handled was 399,193 tonnes. Total actual throughput
of cargo including the Emirates dedicated facility was 806,681 tonnes, an
increase of 27.0% (2001-02: 635,298 tonnes)

• Dnata handled 105 (2001-02:105) scheduled international airlines operating
to Dubai International Airport

• the number of aircraft handled during the year increased by 15.6% to 69,322
as compared with 59,994 during 2001-02.

Dnata

56

Ai rcraft, passengers and cargo hand led

1998-99 1999-00 2000-01 2001-02

N
o.

 ('
00

0)

2002-03

15

0

30

45

60

75

Ai rcraft hand led



57

Dnata

Ai rcraft, passengers and cargo hand led

1998-99 1999-00 2000-01 2001-02

N
o.

 (M
ill

io
n)

2002-03

4

0

8

12

16

20

1998-99 1999-00 2000-01 2001-02

To
nn

es
 ('

00
0)

2002-03

150

0

300

450

600

750

Passengers hand led

Cargo hand led



A breakdown of the number of 
employees by category is shown below:

2002-03 2001-02

Airport operations 3,885 3,764
Cargo handling 811 1,161
Dnata agencies 534 519
Other 1,023 945

Total Dnata 6,253 6,389

Subsidiary companies 139 137

Average employee strength 6,392 6,526

During the year under review, the average workforce decreased by 134 (2%)
to 6,392 on account of the transfer of Emirates cargo handling function.

Revenue per employee for Dnata increased by 20.5% to AED 150,956 from
AED 125,290 in 2001-02.

Value added which is a measure of wealth created by Dnata during the year,
was up by 12.5% to AED 705 million (2001-02: AED 627 million). This is
equivalent to AED 112,787 per employee an increase of 14.9% over the
previous year (2001-02: AED 98,133). 

During the year, aircraft handled per airport employee increased to 18 (2001-
02: 16) while passengers handled per airport employee was up 15.4% to 4,235

(2001-02: 3,668) on account of
larger aircraft handled. 

Cargo handled per cargo
handling employee was
492,223 kgs compared with
547,199 kgs in 2001-02. Overall
employee productivity dropped
on account of creating a
dedicated cargo handling facility
for Emirates Cargo. Although the
volume related productivity
improved, the creation of
additional supervisory and
support services caused the fall
in overall productivity. In the
longer term, Dnata is better
placed to handle third party
cargo. Consequently, cargo
productivity is forecasted to
show substantial improvements. 

Dnata

58

Employee strength and productiv it y

1998-99 1999-00 2000-01 2001-02

A
ve

ra
ge

 e
m

p
lo

ye
es

 ('
00

0)

A
E

D
 ('

00
0)

2002-03

2

0

4

6

8

25

0

50

75

100

125

150

Number of employees Value added per employee

Revenue per employee

Employee strength

and productiv it y



We have audited the accompanying consolidated balance sheet of Emirates (“the

company”) and its subsidiaries (together referred to as “Emirates”) as at 31 March 2003

and the related consolidated statements of income and cash flows for the year then

ended. These financial statements are the responsibility of the company’s management.

Our responsibility is to express an opinion on these financial statements based on our

audit.

We conducted our audit in accordance with International Standards on Auditing. Those

Standards require that we plan and perform the audit to obtain reasonable assurance

about whether the financial statements are free of material misstatement. An audit

includes examining, on a test basis, evidence supporting the amounts and disclosures in

the financial statements. An audit also includes assessing the accounting principles used

and significant estimates made by management, as well as evaluating the overall

financial statement presentation. We believe that our audit provides a reasonable basis

for our opinion.

In our opinion, the consolidated financial statements present fairly, in all material

respects, the financial position of Emirates as at 31 March 2003 and the results of its

operations and its cash flows for the year then ended in accordance with International

Financial Reporting Standards.

PRICEWATERHOUSECOOPERS

Chartered Accountants

Dubai

16 April 2003
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Notes 2003 2002
AED'000 AED'000

Operating revenue 2 9,317,312 6,940,806

Other operating income 3 94,066 196,473

Operating costs 4 (8,410,867) (6,511,485)

Operating profit 1,000,511 625,794

Net financing costs 5 (124,150) (175,152)

Associated companies - share of results 10 100,778 53,523

Profit before taxation 977,139 504,165

Taxation 6 (16,996) (13,302)

Profit after taxation and before minority interest 960,143 490,863

Minority interest 7 (53,396) (22,632)

Profit for the year 906,747 468,231

The accounting policies on pages 64 to 68 and the notes on 

pages 69 to 82 form an integral part of the consolidated 

financial statements.
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Notes 2003 2002
AED'000 AED'000

ASSETS

Non-current assets
Property, plant and equipment 8 7,029,496 6,227,987
Goodwill 9 227,766 164,894
Investments in associated companies 10 106,087 19,771
Available-for-sale investments 11 2,872 2,872
Held-to-maturity investments 11 36,730 -
Derivative financial instruments 27 82,058 135,828

7,485,009 6,551,352

Current assets
Inventories 12 406,383 377,410
Trade and other receivables 13 1,772,926 1,579,662
Held-for-trading investments 11 11,102 27,434
Cash and cash equivalents 25 4,213,091 3,124,392
Derivative financial instruments 27 190,931 124,075

6,594,433 5,232,973

Total assets 14,079,442 11,784,325

EQUITY AND LIABILITIES

Capital and reserves
Capital 14 732,214 692,214
Reserves 2,976,360 2,238,777

3,708,574 2,930,991

Minority interest 7 109,461 54,834

Non-current liabilities
Borrowings and lease liabilities 15 5,495,704 5,176,433
Derivative financial instruments 27 56,532 29,536
End of service benefit provision 19 200,011 134,895
Deferred credits 20 618,662 678,597

6,370,909 6,019,461

Current liabilities
Trade and other payables 21 3,324,593 2,229,009
Taxation 11,530 3,664
Borrowings and lease liabilities 22 554,375 546,366

3,890,498 2,779,039

Total liabilities 10,261,407 8,798,500

Total equity and liabilities 14,079,442 11,784,325

The consolidated financial statements were approved on the 
16th day of April 2003 and signed by:

Sheikh Ahmed bin Saeed Al-Maktoum Maurice Flanagan
Chairman Group Managing Director

The accounting policies on pages 64 to 68 and the notes on pages 
69 to 82 form an integral part of the consolidated financial statements.
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Translation Fair value Retained
Capital reserve reserves earnings Total
AED'000 AED'000 AED'000 AED'000 AED'000

1 April 2001 652,214 (13,110) - 1,653,289 2,292,393

effect of adopting IFRS 39 - - 263,449 - 263,449

Additions during the year 40,000 - - - 40,000

Gains due to changes in fair value - - 61,888 - 61,888

Transferred to income statement - - (94,970) - (94,970)

Profit for the year - - - 468,231 468,231

Dividend - - - (100,000) (100,000)

1 April 2002 692,214 (13,110) 230,367 2,021,520 2,930,991

Additions during the year 40,000 (69) - - 39,931

Gains due to changes in fair value - - 344,464 - 344,464

Transferred to income statement - - (313,559) - (313,559)

Profit for the year - - - 906,747 906,747

Dividend - - - (200,000) (200,000)

31 March 2003 732,214 (13,179) 261,272 2,728,267 3,708,574

The accounting policies on pages 
64 to 68 and the notes on pages 
69 to 82 form an integral part of the 
consolidated financial statements.
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2003 2002
AED'000 AED'000

Operating activities
Profit for the year before taxation and after minority interest 923,743 481,533
Adjustments for:
Depreciation (Note 4) 535,476 509,729
Amortisation (Note 4) 12,899 51,934
Net financing costs (Note 5) 124,150 175,152
Amortisation of bond issue costs 1,125 -
Loss / (profit) on sale of property, plant and equipment 58,865 (377)
Associated companies - share of results (Note 10) (100,778) (53,523)
Fair value loss / (gain) on held-for-trading investments 5,103 (26,949)
Transfer to provident fund and end of service benefit provision 112,170 78,918
Deferred credits recognised (Note 20) (75,206) (61,623)

Operating cash flows before working capital changes 1,597,547 1,154,794

Contributions to provident fund and end of service benefit payments (70,159) (57,918)

Changes in working capital:
Inventories (28,973) (14,108)
Trade and other receivables (119,865) (187,326)
Current liabilities and deferred accounts 882,259 444,377
Tax paid (9,130) (11,871)

Net cash provided from operating activities 2,251,679 1,327,948

Investing activities
Proceeds from sale of property, plant and equipment 249,312 119,154
Capital expenditure (Note 26) (947,028) (833,966)
Investments in associates (Note 10) (39,835) -
Additional investment in subsidiary - (10,044)
Acquisitions (Note 28) (12,477) -
Held-to-maturity investments made during the year (36,730) -
Proceeds from sale of held-for-trading investments 11,229 -
Proceeds from sale of derivative instruments 44,815 -
Interest income 97,879 94,484
Dividend received from associated companies (Note 10) 14,132 48,868

Net cash used in investing activities (618,703) (581,504)

Financing activities
Net proceeds from issue of bonds (Note 15) - 1,495,188
Net loan drawdown / (repayments) (Note 16) 61,671 (40,205)
Aircraft financing costs (161,627) (211,258)
Other finance charges (43,483) (36,041)
Net lease liabilities (315,521) (306,572)
Dnata account (13,775) (2,969)
Capital introduced 40,000 40,000
Dividend paid - (100,000)
Dividend paid to minority shareholders (Note 7) (56,096) (24,826)

Net cash (used in) / provided from financing activities (488,831) 813,317

Net increase in cash and cash equivalents 1,144,145 1,559,761

Cash and cash equivalents at beginning of year 2,938,018 1,378,257

Cash and cash equivalents at end of year (Note 25) 4,082,163 2,938,018

The accounting policies on pages 64 to 68 and the notes on pages 69 to 82 
form an integral part of the consolidated financial statements.
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A summary of the principal accounting 
policies, which have been applied 
consistently, is set out below.

The consolidated financial statements have been prepared in accordance with
and comply with International Financial Reporting Standards (“IFRS”). The
consolidated financial statements are prepared under the historical cost
convention except as modified by the revaluation of available-for-sale
investments, held-for-trading investments and derivative financial instruments.

The consolidated financial statements comprise the financial statements of
Emirates, its subsidiaries and share of results of its associated companies. 

Subsidiaries are those entities in which Emirates has an interest of more than
one half of the voting rights or otherwise has the power to govern the entity's
operating and financial policies. Subsidiaries are consolidated from the date
on which control is transferred to Emirates and are no longer consolidated
from the date that control ceases. Acquisition of subsidiaries is accounted for
in accordance with the purchase method of accounting. 

Associated companies are those entities in which Emirates has between 20%
and 50% of the voting rights, or over which it has significant influence, but
which it does not control. Investments in associated companies are accounted
for in accordance with the equity method. Investments in associated
companies include goodwill (net of accumulated amortisation) on acquisition.

All material inter-company transactions, balances and unrealised surpluses
and deficits arising on transactions between Emirates and its subsidiaries and
associated companies have been eliminated.

Passenger and cargo sales are recognised as revenue when the transportation
is provided.  Tickets sold but unused are held in the balance sheet as
passenger and cargo sales in advance and released to income on a systematic
basis.

Other operating revenue is recognised when goods are delivered or services
rendered during the year and are stated net of discounts and returns.

Interest income is recognised on a time proportion basis, taking account of the
principal outstanding and the effective rate over the period to maturity.

Basis of preparation

Basis of consolidation 

Revenue
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Foreign currency transactions are translated into UAE Dirhams at rates approximating
those ruling on the transaction dates. Monetary assets and liabilities denominated in
foreign currencies are translated into UAE Dirhams at the rates ruling on the balance
sheet date. The resultant foreign exchange gains or losses, other than qualifying cash
flow hedges deferred in equity, are recognised in the income statement. 

Translation differences relating to investments in associated companies and subsidiaries
are classified as equity until the disposal of the investment when the accumulated
exchange differences are recognised in the income statement as part of the gain or loss
on sale.

Taxation is provided for as and when the liability arises except where management is of
the firm opinion that exemption from such taxation will ultimately be granted by the
countries concerned.

Property, plant and equipment is stated at cost less accumulated depreciation. Cost
consists of purchase cost, together with any incidental expenses of acquisition. 

Depreciation is calculated so as to write off the cost of property, plant and equipment,
less estimated residual values, on a straight line basis over the estimated useful lives of
the assets concerned. The estimated useful lives and residual values are:
Aircraft 15 years (residual value 10%)
Aircraft engines and rotable spares 5 - 15 years (residual value 0 - 10%)
Buildings and leasehold property 5 - 20 years
Other property, plant and equipment 3 - 15 years

Where the carrying amount of an asset is greater than its estimated recoverable amount,
it is written down immediately to its recoverable amount.

Repairs and maintenance are charged to the income statement during the financial
period in which they are incurred. Major modifications and improvements to property,
plant and equipment are capitalised and depreciated over the remaining useful life of the
asset.

Emirates receives credits from manufacturers in connection with the acquisition of certain
aircraft and engines. Depending on the terms of credits, these credits are either recorded
as a reduction to the cost of the related aircraft and engines or reduced from ongoing
operating expenses. Where the aircraft are held under operating leases, the credits are
deferred and reduced from the operating lease rentals on a straight line basis over the
period of the related lease as deferred credits.

Capital projects are stated at cost together with financing costs incurred from the date of
commencement of the project to the date on which it is commissioned. When
commissioned, capital projects are transferred to the appropriate category under
property, plant and equipment and depreciated in accordance with Emirates' policies.

Foreign currency translation

Taxation

Property, plant and 
equipment

Manufacturers' credits

Capital projects
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Where property, plant and equipment have been financed by lease agreements
under which substantially all of the risks and rewards of ownership are
transferred to Emirates, they are treated as if they had been purchased
outright and classified as finance leases. Finance leases are capitalised at the
inception of the lease at the lower of the present value of the minimum lease
payments or the fair value of the leased asset. The corresponding lease
obligations are included under liabilities. Lease payments are treated as
consisting of capital and interest elements. Interest on the outstanding liability
at current rates together with depreciation on the asset are charged to the
income statement.

Lease rental charges in respect of operating leases are charged to the income
statement on a systematic basis representative of the time pattern of the
benefits derived from the use of the asset.

Profits arising on sale and leaseback transactions resulting in operating leases
are recognised in the income statement to the extent that the sale proceeds
do not exceed the fair value of the assets concerned. Any excess of sale
proceeds over the fair value is deferred and amortised over the lease term. In
the case of profit on sale and leaseback transactions resulting in finance
leases, the excess of sale proceeds over the carrying amount is deferred and
amortised over the lease term.

Goodwill represents the excess of the cost of an acquisition over the fair value
of the share of the net assets acquired by Emirates in its subsidiaries at the
date of acquisition. Goodwill is amortised on a straight line basis over a period
of two to twenty years. The carrying amount of goodwill is reviewed annually
and written down for impairment.

Investments intended to be held for an indefinite period of time are classified
as available-for-sale. 

Quoted investments are initially recognised in the balance sheet at cost
including transaction costs and subsequently measured at their fair value
based on quoted bid prices.

Unquoted investments in this category are stated at cost if fair values cannot
be reliably measured.

At each balance sheet date a review is made for an indication of impairment
and where necessary the carrying amount is written down through the income
statement to the present value of expected future cash flows discounted at
current market rates.

Unrealised gains and losses arising from changes in the fair value are
recognised in the fair value reserves in equity until the investment is sold, at
which time the cumulative gain or loss previously recognised in equity is
included in the income statement.

Finance and operating leases

Goodwil l

Available-for-sale investments
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Investments with determinable payments and fixed maturity are classified as held-to-
maturity investments where management has a positive intent and ability to hold the
investment to maturity. Such investments are stated at amortised cost using the effective
interest method.

Investments that are intended to be held for the short term are classified as held-for-
trading and included in current assets. Such investments are initially recognised in the
balance sheet at cost including transaction costs and subsequently measured at their fair
value based on quoted bid prices.  Realised and unrealised gains and losses arising from
changes in the fair value of such investments are included in the income statement.

Derivative financial instruments are initially recognised in the balance sheet at cost
including transaction costs and subsequently remeasured at their fair values. Fair values
are obtained from quoted market prices, discounted cash flow models and option pricing
models as appropriate. All derivatives are carried as assets when fair value is positive and
as liabilities when fair value is negative. 

Emirates' criteria to account for a derivative instrument as a hedge include:

• formal documentation of the hedging instruments, hedged items, hedging objective,
strategy and basis of measuring effectiveness all of which are prepared prior to
applying hedge accounting

• documentation showing that the hedge effectiveness is assessed on an ongoing basis
and is determined to have been highly effective in offsetting the risk of the hedged item
throughout the reporting period.

Changes in the fair value of derivatives that are designated and qualify as cash flow
hedges and that prove to be highly effective in relation to the hedged risk, are recognised
in the fair value reserves in equity. When the forecasted transaction or firm commitment
results in the recognition of an asset or of a liability, the gains and losses previously
deferred in equity are transferred from equity and included in the initial measurement of
the cost of the asset or liability. In all other cases, amounts deferred in equity are
transferred to the income statement in the periods during which the hedged firm
commitment or forecasted transaction affects the income statement.

When a hedging instrument expires or is sold, or when a hedge no longer meets the
criteria for hedge accounting under IFRS 39, any cumulative gain or loss existing in equity
at that time is retained in equity and is ultimately recognised in the income statement
when the committed or forecasted transaction occurs. If a committed or forecasted
transaction is no longer expected to occur, the cumulative gain or loss that was reported
in equity is immediately transferred to the income statement. 

Inventories are stated at the lower of cost or net realisable value.  Cost is determined on
the weighted average cost basis with the exception of consumer goods inventory which
is determined on a first-in-first out basis.

Held-to-maturity
investments

Held-for-trading
investments

Derivative financial 
instruments 

Inventories
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Trade receivables are carried at original invoice amount less provision made
for impairment of these receivables. Where there is objective evidence of
amounts that are not collectible, a provision is made for the difference
between the carrying amount and the recoverable amount.

Borrowings are recognised initially at the proceeds received, net of transaction
costs incurred. After initial recognition, borrowings are subsequently measured
at amortised cost using the effective interest rate method.

Provision for end of service benefit for employees based in the UAE is as per
UAE labour law and is based on periods of cumulative service and employees'
current basic salary. 

Provision for end of service benefit for employees based outside the UAE is in
accordance with the relevant local regulations.

Senior employees who are based in the UAE and all UAE national employees
participate in a defined contribution provident fund to which the employee and
Emirates contribute a specified percentage of salary. Contributions to the
provident fund are charged to the income statement in the period in which they
fall due.  

Emirates maintains a frequent flyer programme that provides a variety of
awards to programme members based on a mileage credit for flights on
Emirates and other airlines that participate in the programme. Members can
also accrue miles by utilising the services of non-airline programme
participants. 

Miles accrued through utilising the services of programme partners is paid for
by the participating partners and the resulting revenue is recorded as other
operating income.

The incremental direct cost of providing free travel as adjusted for estimated
redemption rates, is recognised as a current liability as programme members
accrue miles. 

For the purpose of reporting cash flows, Emirates considers all cash and liquid
funds with an original maturity of less than three months and bank overdrafts
to be cash and cash equivalents.

Trade receivables

Borrowings

End of service benefit provision

Provident fund

Frequent flyer programme

Cash and cash equivalents
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1. Establishment and 
operations

Emirates comprises Emirates, its subsidiaries and associated companies. Emirates was
incorporated, with limited liability, by an Emiri Decree issued by H. H. Sheikh Maktoum
bin Rashid Al-Maktoum on 26 June 1985 as  the  national  airline  for  the  emirate  of
Dubai. Emirates is wholly owned by the Government of Dubai and commenced
commercial operations on 25 October 1985.

The main activities of  Emirates comprise:

• commercial air transportation which includes passenger, cargo and postal carriage
services

• wholesale and retail of consumer goods through its subsidiary Maritime & Mercantile
International  L.L.C.

• aircraft handling and catering services at Bandaranaike International Airport through its
associated company SriLankan Airlines Limited

• catering and related services to airlines using Dubai International Airport through its
subsidiary company Emirates - Abela Catering Co. L.L.C.

• hotel operations through its subsidiary Emirates Hotel L.L.C. and through Al Maha
which is the ecotourism resort owned by Emirates.

2. Operating revenue

2003 2002
AED'000 AED'000

Services

Passenger 6,915,048 5,260,664

Cargo 1,601,789 1,059,366

Destination and leisure 90,266 77,684

Excess baggage 83,782 68,453

Courier 78,119 69,132

Mail 27,593 18,815

Training 19,817 15,529

Duty free income 15,700 13,669

Licensed engineering income 14,267 17,010

8,846,381 6,600,322

Sale of goods 470,931 340,484

9,317,312 6,940,806
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2. Operating revenue 
(continued)

Segment information
Primary reporting format - 
geographical segments

Indian
Middle East Europe Far East Sub-continent Africa Total

AED'000 AED'000 AED'000 AED'000 AED'000 AED'000

2003
Segment revenue 1,914,994 3,062,178 2,489,076 1,210,698 734,432 9,411,378

Segment results 920,660 995,649 770,539 460,120 197,823 3,344,791

Unallocated costs (2,344,280)

Operating profit 1,000,511

Associated companies
- share of results 100,778 - - - - 100,778

Net financing costs (124,150) - - - - (124,150)

Taxation (6,485) - (10,511) - - (16,996)

Minority interest (53,396) - - - - (53,396)

Profit for the year 906,747

2002
Segment revenue 1,686,648 2,249,421 1,721,740 1,018,608 460,862 7,137,279

Segment results 846,912 565,865 404,870 358,362 125,065 2,301,074

Unallocated costs (1,675,280)

Operating profit 625,794

Associated companies
- share of results 53,523 - - - - 53,523

Net financing costs (175,152) - - - - (175,152)

Taxation (2,984) - (10,318) - - (13,302)

Minority interest (22,632) - - - - (22,632)

Profit for the year 468,231

Traffic revenue is allocated to the segments based on turnover by destination. Revenue from
inbound and outbound airline operations between UAE and the overseas point are attributed
to the geographical  area in which the respective overseas points are located. Other income
and revenue streams are grouped under Middle East, being the principal segment in which
services are rendered. Costs not directly attributable to geographical segments are shown
as unallocated.

The major revenue earning asset is the aircraft fleet which is registered in the UAE. Since the
aircraft fleet is deployed flexibly across the Emirates' route network, there is no suitable basis
of allocating such assets and the related depreciation and liabilities to geographical
segments.
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2. Operating revenue 
(continued)

Secondary reporting format - 
business segments

Airline related Consumer goods Total
AED'000 AED'000 AED'000

2003
Segment revenue 9,031,521 379,857 9,411,378

2002
Segment revenue 6,796,795 340,484 7,137,279

Emirates operates predominantly in two industries, airline and consumer goods.
The carrying amount of total assets at 31 March 2003 comprised airline related
assets of AED 13,841.5 million (2002: AED 11,601.5 million) and assets deployed
in the consumer goods segment of AED 237.9 million (2002: AED 182.8 million).
The related segment capital expenditure for the year ended 31 March 2003 was
AED 1,570.2 million (2002: AED 1,874.2 million) and AED 2.6 million (2002: AED
6 million) respectively.

3. Other operating income
Other operating income includes unrealised loss on held-for-trading investments
amounting to AED 3.7 million (2002: gain of AED 26.9 million) and net surpluses
from liquidated interest rate derivatives amounting to AED Nil (2002: AED
59.7 million).

4. Operating costs

2003 2002
AED'000 AED'000

Employee (see (a) below & (d) over) 1,749,017 1,290,796
Sales and marketing 1,110,585 810,979
Fuel and oil 997,822 830,135
Aircraft operating leases (see (b) over) 937,844 702,370
Depreciation (Note 8) 535,476 509,729
Handling (see (c) over) 525,442 444,986
In-flight catering 428,626 392,506
Overflying (see (c) over) 331,729 232,712
Aircraft maintenance 325,055 196,805
Cost of goods sold 270,992 220,627
Landing and parking (see (c) over) 198,645 149,246
Amortisation (Note 9) 12,899 51,934
Corporate overheads (see (e) over) 986,735 678,660

8,410,867 6,511,485

(a) Employee costs include AED 48.1 million (2002: AED 27.4 million) in respect of
end of service benefit provision, AED 64.1 million (2002: AED 51.5 million) in
respect of provident fund contributions and AED 115.1 million (2002: AED 33
million) in respect of the employee profit share scheme.
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(b) Aircraft operating lease charges include AED 729.9 million (2002: AED
571.8 million) in respect of twenty nine aircraft (2002: twenty three) and  AED
207.9 million (2002: AED 130.6 million) in respect of the wet lease of
freighter aircraft. 

(c) A detailed review of direct operating cost accruals is performed each year.
This review necessitated an adjustment to the accruals for landing, handling
and overflying costs resulting in a release of excess accruals made in prior
years amounting to AED 15.8 million (2002: AED 24 million).

(d) Average employee strength during the year was 13,614 (2002: 9,163).

(e) Corporate overheads include a net gain from foreign currency transactions
of AED 78.2 million (2002: net loss of AED 13 million).

5. Net financing costs

2003 2002
AED'000 AED'000

Aircraft financing costs (176,675) (211,380)
Interest charges (42,598) (47,628)
Interest income 95,123 83,856

(124,150) (175,152)

Interest charges include interest on bonds (Note 15) of AED 40.4 million
(2002: AED 45.2 million). The total interest income before impact of derivative
financial instruments was AED 68.5  million (2002: AED 79 million).

6. Taxation
Taxation relates only to certain  overseas stations where Emirates is subject to
income tax and where tax exemptions are not likely to be obtained. Hence
providing information on effective tax rates is not meaningful.

7. Minority interest

2003 2002
AED'000 AED'000

Balance brought forward 54,834 49,027

Investment during the year 57,327 8,001

Share of net profit 53,396 22,632

Dividend paid (56,096) (24,826)

Balance carried forward 109,461 54,834
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8. Property, plant 
and equipment

Aircraft Buildings Other
engines and and property,

rotable leasehold plant and Capital
Aircraft spares property equipment projects Total

AED'000 AED'000 AED'000 AED'000 AED'000 AED'000

Cost

1 April 2002 5,307,337 1,049,688 784,528 810,534 458,094 8,410,181

Additions - 233,453 10,192 138,304 1,190,824 1,572,773 

Acquisitions (Note  28) - - 55,946 70,954 - 126,900 

Transfers from capital projects 715,977 - 75,740 50,560 (842,277) -

Net transfer from / (to) Dnata - - 18,295 (27,154) 824 (8,035)

Disposals (510,018) (117,817) (5,558) (41,965) - (675,358)

31 March 2003 5,513,296 1,165,324 939,143 1,001,233 807,465 9,426,461

Depreciation

1 April 2002 1,159,003 338,600 219,596 464,995 - 2,182,194

Charge for the year 303,243 74,399 68,734 89,100 - 535,476

Acquisitions (Note  28) - - 30,699 36,237 - 66,936

Net transfer from / (to) Dnata - - 3,044 (23,504) - (20,460)

Disposals (243,261) (82,548) (874) (40,498) - (367,181)

31 March 2003 1,218,985 330,451 321,199 526,330 - 2,396,965

Net book value

31 March 2003 4,294,311 834,873 617,944 474,903 807,465 7,029,496

31 March 2002 4,148,334 711,088 564,932 345,539 458,094 6,227,987

The net book value of aircraft includes an amount of AED 4,294.3 million (2002: AED
4,039.1 million) in respect of assets held under finance leases (Note 17).

Aircraft fleet At 31 March 2003 the aircraft fleet comprised forty six aircraft  (2002: thirty eight)

25 Airbus A330-200 (15 under operating lease)
9 Boeing B777-200 (3 under operating lease)
11 Boeing B777-300 (11 under operating lease)
1 Airbus A310-300   

Emirates has entered into contracts to purchase four A330-200 aircraft, six A340-500
aircraft and twenty two A380-800 aircraft (Note 23).

Capital projects Capital projects include pre-delivery payments of AED 504.2 million (2002: AED 362.2
million) in respect of aircraft (Note 23) due for delivery between 2003 and 2010.
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9. Goodwil l

2003
AED'000

Balance brought forward 164,894

Additions during the year (Note 28) 75,771

Amortisation for the year (Note 4) (12,899)

Balance carried forward 227,766

2003 2002
AED'000 AED'000

Original cost of goodwill not fully amortised 258,379 182,608

Accumulated amortisation (30,613) (17,714)

Net book value 227,766 164,894

10. Investments in subsidiaries 
and associated companies

The subsidiaries and associated companies are:

Country of 
Percentage incorporation

of equity and principal
owned Principal activities operations

Subsidiaries

Maritime & Mercantile International  L.L.C. 51.0 Wholesale and retail UAE
consumer goods

MMI Management (Fujairah) L.L.C. 49.0 Wholesale and retail UAE
consumer goods

Emirates Hotel L.L.C. 50.0 Hotel UAE

Emirates - Abela Catering Co. L.L.C. 54.7 Catering services to airlines UAE

Associated companies

SriLankan Airlines Limited 43.6 Air transportation, aircraft Sri Lanka
handling and catering

Oman United Agencies L.L.C. 25.5 Wholesale and retail Sultanate of
consumer goods Oman
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10. Investments in subsidiaries 
and associated companies
(continued) During the year, Emirates invested 49% in MMI Management (Fujairah) L.L.C. and

also continued to make progressive investments in Emirates Hotel L.L.C. with the
percentage of equity remaining unchanged.

Emirates - Abela Catering Co. L.L.C. became a subsidiary of Emirates, consequent to
the acquisition of an additional 9.7% during the year.

During the year, Maritime & Mercantile International L.L.C. invested 50% in Oman
United Agencies L.L.C. incorporated in the Sultanate of Oman. This translates into an
effective ownership of 25.5% by Emirates.

Maritime & Mercantile International Management L.L.C. was restructured during the
year. Consequent to the restructuring, Emirates' equity share continues unaltered in
Maritime & Mercantile International  L.L.C., the erstwhile subsidiary of Maritime &
Mercantile International Management L.L.C.

There were no other changes during the year.

Movement of investments in 
associated companies

2003 2002
AED'000 AED'000

Balance brought forward 19,771 15,116

Investments during the year 39,835 -

Share of results 100,778 53,523

Dividend received (14,132) (48,868)

Net assets on conversion to 
subsidiary (Note 28) (40,096) -

Translation difference (69) -

Balance carried forward 106,087 19,771

The share of results includes a goodwill amortisation charge of AED 2.0 million (2002:
Nil). At 31 March 2003, goodwill net of accumulated amortisation was AED 33.1million
(2002: Nil) with an original cost of AED 35.1 million (2002: Nil).

1 1. Other investments (a) Available-for-sale investments represent unquoted depository certificates without
fixed maturity in SITA Inc.. The investment is measured at cost as the fair value 
cannot be reliably measured. 

(b) Held-to-maturity investment represents floating rate notes with Emirates Bank
International PJSC. Interest is earned based on LIBOR plus 35 basis points. The
investment matures in July 2007 and consequently has been disclosed as a non-
current asset. The effective interest rate during the year was 2%.

(c) Held-for-trading investments represent shares that management intends to sell in
the short term.
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12. Inventories

2003 2002
AED'000 AED'000

Engineering 272,568 279,369
In-flight consumables 48,488 42,562
Consumer goods 60,120 42,160
Other 25,207 13,319

406,383 377,410

13. Trade and other receivables

Trade receivables

Airlines 65,574 51,020
Agents 617,598 578,287
Retail and consumer goods customers 161,751 127,356

844,923 756,663

Other receivables

Prepayments and deposits 358,244 336,268
Operating lease deposits 402,223 381,828
Other 167,536 104,903

928,003 822,999

1,772,926 1,579,662

There are no significant concentrations of credit risk.

14. Capital Capital represents the permanent capital provided by the Government
of Dubai.

15. Borrowings and lease l iabi l ities- 
non-current

2003 2002
AED'000 AED'000

Lease liabilities (Note 17) 3,821,763 3,570,994
Bonds (see (a) below and (b) over) 1,496,313 1,495,188
Term loans (Note 16) 108,049 40,378
Dnata account (Note 18) 69,579 69,873

5,495,704 5,176,433

(a) Bonds at face value 1,500,000 1,500,000
Less: Unamortised transactions costs (3,687) (4,812)

1,496,313 1,495,188
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15. Borrowings and lease 
l iabi l ities - non-current
(continued) (b) The bonds are floating rate notes due in July 2006 and are issued at

100% of their principal amount. The bonds bear interest at six-month-EBOR
plus 70 basis points. EBOR is the UAE inter-bank offered rate. Interest is
paid semi-annually in arrears in January and July each year. Interest rates are
fixed on issue and thereafter semi-annually on the interest payment dates
and remain fixed till the next interest payment date.   

The bonds may also be redeemed earlier at the option of Emirates, in whole
but not in part, at their principal amount either: 
(i) on the interest payment date falling in July 2004, or 
(ii) if 25% or less of the bonds originally issued remain outstanding, on any
interest payment date. 

Additionally, holders of bonds representing more than 50% of the aggregate
principal amount of the bonds then outstanding may elect to require Emirates
to redeem all (but not some only) of the bonds at their principal amount on the
interest payment date falling in July 2004. Bond holders may also individually
elect to require Emirates to redeem all (but not some) of their holdings on the
next following interest payment date in the event that the Government of Dubai
ceases to be the ultimate owner (whether directly or indirectly) of not less than
50% of Emirates.

16. Term loans

2003 2002
AED'000 AED'000

Balance brought forward 40,378 80,583
Acquisitions (Note 28) 10,000 -
Net addition / (repayments) during the year 61,671 (40,205)

Balance carried forward 112,049 40,378

Loans are repayable as follows:

Within one year (Note 22) 4,000 -

2-5 years 44,059 19,464
After 5 years 63,990 20,914

Total over one year (Note 15) 108,049 40,378

The outstanding term loan in the current year is secured on buildings in
addition to a corporate guarantee of AED 50.0 million (2002: AED 48.8 million).
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17. Lease l iabi l ities
Finance leases

2003 2002
AED'000 AED'000

Gross lease liabilities 5,685,999 5,361,556

Future interest (1,144,713) (1,145,485)

Term deposits (300,076) (285,085)

Net lease liabilities 4,241,210 3,930,986

Net lease liabilities are repayable 
as follows:

Within one year (Note 22) 419,447 359,992

2-5 years 2,122,752 1,751,004
After 5 years 1,699,011 1,819,990

Total over one year (Note 15) 3,821,763 3,570,994

The lease liabilities are secured on the related aircraft. In the event of these
finance leases being terminated prior to their expiry, penalties are payable.
Had these leases been cancelled at 31 March 2003, the penalties would have
been AED 196.3 million (2002: AED 133.5 million).

Operating leases

2003 2002
AED'000 AED'000

Future minimum lease payments are 
as follows:

Less than 1 year 1,000,770 695,566
2-5 years 4,129,080 2,214,209
After 5 years 3,692,812 3,844,657

8,822,662 6,754,432

In the event of these leases being terminated prior to their expiry, penalties are
payable. Had these leases been cancelled at 31 March 2003, the penalties
would have been AED 378.4 million (2002: AED 362.5 million).

Emirates is entitled to purchase fourteen of twenty nine aircraft leased for a
period of 5 to 12 years.

18. Dnata account
Emirates and Dnata share senior management and central corporate
functions. The amount payable to Dnata shown in Note 15 arises from the net
recharge of expenses between Emirates and Dnata, charges raised in respect
of services provided and the transfer of funds.  This liability has been classified
as long term on the basis that there are no fixed repayment terms and
repayment is not expected within one year. Interest is paid to Dnata in line with
UAE Dirham bank deposit rates.

Common Emirates / Dnata management costs are fully recharged except
where the basis of recharge would be arbitrary and in these instances no
recharge is made. The net effect of these arrangements does not materially
affect profit for the year.
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19. End of service benefit 
provision

2003
AED'000

Balance brought forward 134,895

Acquisitions (Note 28) 23,105

Charge for the year 48,116

Payments made during the year (6,105)

Balance carried forward 200,011

Senior employees who are based in the UAE and all UAE national employees participate
in a defined contribution provident fund to which the employee and Emirates contribute
a specified percentage of salary. The end of service benefit provision relates to
employees who do not participate in the company provident fund.

In accordance with the provisions of IFRS 19, management has carried out an exercise
to assess the net present value of its obligations at 31 March 2003, in respect of
employees' end of service benefits payable under the relevant local regulations. The
assessment assumed average expected salary increases between 0% and 5% and a
discount rate of 4% per annum. The present values of the obligations at 31 March 2003,
using the actuarial assumptions as set out above, were not materially different from the
provision computed in accordance with relevant local regulations.

20. Deferred credits

2003 2002
AED'000 AED'000

Balance brought forward 678,597 550,577

Additions during the year 15,271 189,643

Recognised during the year (75,206) (61,623)

Balance carried forward 618,662 678,597

21. Trade and other payables

Trade payables and accruals 2,005,396 1,281,952

Passenger and cargo sales 
in advance 1,019,197 847,057

Dividend payable 300,000 100,000

3,324,593 2,229,009

22. Borrowings and lease 
l iabi l ities - current

Lease liabilities (Note 17) 419,447 359,992

Term loans (Note 16) 4,000 -

Bank overdrafts (Note 25) 130,928 186,374

554,375 546,366
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23. Commitments
Capital commitments

2003 2002
AED'000 AED'000

Authorised and contracted 22,686,596 22,953,591

Authorised but not contracted 1,837,564 16,274,253

24,524,160 39,227,844

Commitments have been entered into for the purchase of aircraft for delivery
as follows (Note 8):

Financial year Aircraft 
2003 - 2004 10
Beyond 2005 - 2006 22

In addition, options are held on twenty Airbus aircraft.
Operational commitments

2003 2002
AED'000 AED'000

Letters of credit 36,675 35,767

The above were issued in the normal course of business.

24. Contingent l iabi l ities

2003 2002
AED'000 AED'000

Guarantees provided in the normal 
course of business 65,575 61,001

25. Cash and cash equivalents

Short term bank deposits and liquid funds 3,950,146 2,944,628

Cash and bank 262,945 179,764

4,213,091 3,124,392

Bank overdrafts (Note 22) (130,928) (186,374)

4,082,163 2,938,018

Short term bank deposits and liquid funds bear an effective interest rate of
1.95% (2002: 3.89%) per annum.

26. Analysis of capital expenditure
For the purposes of the consolidated 
statement of cash flows, capital 
expenditure is analysed as under:

2003 2002
AED'000 AED'000

Purchase of property, plant and 
equipment (Note 8) 1,572,773 1,880,172

Less: Assets acquired under finance leases (625,745) (1,046,206)

Capital expenditure 947,028 833,966
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27. Financial instruments

(i) Interest rate risk Emirates is exposed to interest rate fluctuations on the international financial market with
respect to interest cost and interest income. 

Interest cost The long term debt portfolio of Emirates has a blend of fixed and floating rate debt and
lease liabilities. Emirates closely monitors interest rate trends and the related impact on
interest costs and manages interest rate exposure by maintaining an appropriate blend
of fixed and floating rate debt and lease liabilities and by entering into interest rate swaps
and options. A 1% increase in interest rates relating to the debt and operating lease
liabilities will increase the charge to the income statement in the next financial year by
AED 59.4 million (2002: AED 56.5 million). Aircraft related financing and term loans bear
an effective interest rate of 4.24% (2002: 5.59%) per annum while the effective interest
rate on bonds was 2.7% (2002: 4.13%).

Interest income Emirates earns interest income on its cash surpluses. Emirates closely monitors interest
rate trends and the related impact on interest income and manages interest rate exposure
by entering into interest rate swaps and options.

2003
AED'000

Description                                   Term 

Interest rate swap liability 2003-2013 14,207

Inflows on account of liquidated interest rate derivatives amounting to AED 44.8 million
will enter into the determination of profit between 2004 and 2006.

The notional principal amounts of the outstanding contracts at 31 March 2003 were AED
410.5 million  (2002: AED 135.5 million).       

(ii) Currency risk Emirates is exposed to exchange rate fluctuations between the US Dollar and other
currencies which are generated from its sales activities. Emirates' reporting currency,
UAE Dirham is pegged to the US Dollar. Emirates closely monitors currency rate trends
and the related impact on revenues. Emirates manages its currency exposure as follows:

(a) Where appropriate by structuring aircraft financing leases in currencies in which
revenues are being generated to form a natural hedge. Where a currency exposure is
created on account of certain end-of-lease obligations relating to aircraft lease
transactions; this is managed by means of forward foreign currency contracts.

(b) By entering into strategic forward foreign exchange positions in respect of an
appropriate portion of its major foreign currency future cash inflows.

Exchange rate hedges

2003
AED'000

Description                                   Term 

Currency swap liability 2003-2012 42,325

The notional principal amounts of the outstanding contracts at 31 March 2003 were AED
2,399.5 million  (2002: AED 2,469.9 million).
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27. Financial instruments (continued)

(iii) Fuel price risk
The airline industry is exposed to fluctuations in the price of jet fuel.
Emirates closely monitors the actual cost of fuel against forecasted cost.
Emirates utilises commodity futures and options to manage fuel costs. 

Fuel price hedges

2003
AED'000

Description                                   Term 

Futures and options asset 2003-2004 190,931
Futures and options asset 2004-2006 82,058

The notional principal amounts of the outstanding contracts at 31 March
2003 were AED 747.6  million  (2002: AED 1,863.1million).       

(iv) Credit risk on derivative financial 
instruments

Derivative counterparties are limited to financial institutions possessing
high credit quality and hence the risk of default is low.

(v) Fair values The fair values of derivative financial instruments are disclosed in this note
for interest rate swaps, currency swaps and fuel price futures and options.
The carrying amounts of other financial assets and liabilities approximate
to their fair value.

28. Acquisitions

The assets and liabilities arising from
acquisition of subsidiaries are as follows:

2003

AED’000

Cash and cash equivalents 66,478

Property, plant and equipment 59,964

Current assets 76,155

Current liabilities (79,192)

Long term borrowings (10,000)

End of service benefit provision (23,105)

Minority interest (47,020)

Fair value of net assets acquired 43,280

Goodwill 75,771

Less : Net assets on conversion to subsidiary (40,096)

Total purchase consideration 78,955

Less : Cash and cash equivalents (66,478)

Cash outflow on acquisitions 12,477

29. Comparatives The comparative figures for operating revenue and other operating income
amounting to AED 15.5 million have been reclassified to conform with the
current year's presentation to make it more meaningful.

Emi rates
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We have audited the accompanying consolidated balance sheet of Dnata  (“the

company”) and its subsidiaries (“the group”) as at 31 March 2003 and the related

consolidated statements of income and cash flows for the year then ended. These

financial statements are the responsibility of the company’s management. Our

responsibility is to express an opinion on these financial statements based on our audit.

We conducted our audit in accordance with International Standards on Auditing. Those

Standards require that we plan and perform the audit to obtain reasonable assurance

about whether the financial statements are free of material misstatement. An audit

includes examining, on a test basis, evidence supporting the amounts and disclosures in

the financial statements. An audit also includes assessing the accounting principles used

and significant estimates made by management, as well as evaluating the overall

financial statement presentation. We believe that our audit provides a reasonable basis

for our opinion.

In our opinion, the consolidated financial statements present fairly, in all material

respects, the financial position of the group as at 31 March 2003 and the results of its

operations and its cash flows for the year then ended in accordance with International

Financial Reporting Standards.

PRICEWATERHOUSECOOPERS

Chartered Accountants

Dubai

16 April 2003
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Notes 2003 2002
AED'000 AED'000

Operating revenue 2 925,260 789,684

Other operating income 16,576 8,456

Operating costs 3 (818,236) (685,364)

Operating profit 123,600 112,776

Interest income 11,076 17,372

Associated companies - share of results 5 7,053 4,619

Profit for the year 141,729 134,767

The accounting policies on pages 88 and 89 and the notes 
on pages 90 to 95 form an integral part of the 
consolidated financial statements.
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Notes 2003 2002
AED'000 AED'000

ASSETS

Non-current assets
Property, plant and equipment 4 178,563 168,256
Investments in associated companies 5 20,775 12,967 
Long term receivable 6 69,579 69,873

268,917 251,096

Current assets
Inventories 8,220 8,827
Trade and other receivables 7 165,535 160,483
Held-to-maturity investments 8 - 73,460
Cash and cash equivalents 14 701,392 484,333

875,147 727,103

Total assets 1,144,064 978,199

EQUITY AND LIABILITIES

Capital and reserves
Capital 11 62,615 62,615
Reserves 658,539 555,567

721,154 618,182

Non-current liabilities
End of service benefit provision 9 123,526 106,533

Current liabilities
Trade and other payables 10 296,692 232,429
Bank overdrafts 14 2,692 21,055

299,384 253,484

Total liabilities 422,910 360,017

Total equity and liabilities 1,144,064 978,199

The consolidated financial statements were approved on the 16th day of April 2003 and signed by:

Sheikh Ahmed bin Saeed Al-Maktoum Maurice Flanagan
Chairman Group Managing Director

The accounting policies on pages 88 and 89 and the notes on pages 
90 to 95 form an integral part of the consolidated financial statements.
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Translation Retained

Capital reserve earnings Total

AED'000 AED'000 AED'000 AED'000

1 April 2001 62,615 (4,544) 466,047 524,118

Profit for the year - - 134,767 134,767

Dividend - - (40,000) (40,000)

Additions during the year - (703) - (703)

1 April 2002 62,615 (5,247) 560,814 618,182

Profit for the year - - 141,729 141,729

Dividend - - (40,000) (40,000)

Additions during the year - 1,243 - 1,243

31 March 2003 62,615 (4,004) 662,543 721,154

The accounting policies on pages 

88 and 89 and the notes on pages 

90 to 95 form an integral part of the 

consolidated financial statements.
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2003 2002
AED'000 AED'000

Operating activities

Profit for the year 141,729 134,767
Adjustments for: 
Depreciation (Note 4) 66,609 64,535
Interest income (11,076) (17,372)
Transfer to provident fund and end of service benefit provision 31,582 24,757
Associated companies -  share of results (Note 5) (7,053) (4,619)
Profit on sale of property, plant and equipment (2,171) (335)

Operating cash flows before working capital changes 219,620 201,733

Contributions to provident fund and end of service benefit payments (14,589) (11,374)

Changes in working capital:
Inventories 607 1,125
Trade and other receivables (5,095) 4,155
Trade and other payables 64,263 10,883

Net cash provided from operating activities 264,806 206,522

Investing activities
Purchase of property, plant and equipment (Note 4) (90,160) (65,075)
Proceeds from sale of property, plant and equipment 2,990 405
Investments in associated companies (Note 5) (1,013) -
Emirates  account 13,775 2,969
Interest income 10,063 15,910
Dividend received from associated companies (Note 5) 500 1,781
Maturity value of held-to-maturity investments 73,460 -

Net cash provided from / (used in) investing activities 9,615 (44,010)

Financing activities
Dividend paid (40,000) (40,000)

Net increase in cash and cash equivalents 234,421 122,512

Cash and cash equivalents at beginning of year 463,278 341,539
Effects of exchange rate changes 1,001 (773)

Cash and cash equivalents at end of year (Note 14) 698,700 463,278

The accounting policies on pages 88 and 89 and the notes on pages 
90 to 95 form an integral part of the consolidated financial statements.
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The consolidated financial statements have been prepared in accordance
with and comply with International Financial Reporting Standards (“IFRS”).
The consolidated financial statements are prepared under the historical
cost convention.

The consolidated financial statements comprise the financial statements of
Dnata, Dnata World Travel, its subsidiaries and share of results of its
associated companies. 

Subsidiaries are those entities in which Dnata has an interest of more than one
half of the voting rights or has the power to govern the entity's operating and
financial policies. Subsidiaries are consolidated from the date on which control
is transferred to Dnata and are no longer consolidated from the date that
control ceases. Acquisition of subsidiaries is accounted for in accordance with
the purchase method of accounting. 

Associated companies are those entities in which Dnata has between 20%
and 50% of the voting rights, or over which it has significant influence, but
which it does not control. Investments in associated companies are accounted
for in accordance with the equity method. Investments in associated
companies includes goodwill (net of accumulated amortisation) on acquisition.

All material inter-company transactions, balances and unrealised surpluses
and deficits arising on transactions between Dnata and its subsidiaries and
associates have been eliminated.

Operating revenue is recognised on the performance of services and is stated
net of discounts. 

Information technology services are billed progressively and recognised as
income on a systematic basis.

Interest income is recognised on a time proportion basis, taking account of the
principal outstanding and the effective rate over the period to maturity.

Foreign currency transactions are translated into UAE Dirhams at rates
approximating those ruling on the transaction dates. Monetary assets and
liabilities denominated in foreign currencies are translated into UAE Dirhams at
the rates ruling on the balance sheet date. The resultant foreign exchange
gains or losses are recognised in the income statement. 

Translation differences relating to investments in associated companies and
subsidiaries are classified as equity until the disposal of the investment when
the accumulated exchange differences are recognised in the income
statement as part of the gain or loss on sale.

Property, plant and equipment is stated at cost less accumulated depreciation.
Cost consists of purchase cost, together with any incidental expenses of
acquisition.

Depreciation is calculated so as to write off the cost of property, plant and
equipment on a straight line basis over the estimated useful lives of the assets
concerned. The estimated useful lives are:

A summary of the principal accounting 
policies, which have been applied 
consistently, is set out below.

Basis of preparation

Basis of consolidation

Revenue

Foreign currency translation

Property, plant and equipment

Dnata
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Buildings 5 - 20 years
Airport plant and equipment 5 years
Office equipment and furniture 3 - 5 years
Motor vehicles 5 years

Where the carrying amount of an asset is greater than its estimated recoverable amount,
it is written down immediately to its recoverable amount.

Repairs and maintenance are charged to the income statement during the financial
period in which they are incurred. Major modifications and improvements to property,
plant and equipment are capitalised and depreciated over the remaining useful life of the
asset. 

Capital projects are stated at cost together with financing costs incurred from the date of
commencement of the project to the date on which it is commissioned. When
commissioned, capital projects are transferred to the appropriate category under
property, plant and equipment and depreciated in accordance with Dnata's policies.

Investments with determinable payments and fixed maturity are classified as held-to-
maturity investments where management has a positive intent and ability to hold the
investment to maturity. Such investments are stated at amortised cost using the effective
interest method.

Inventories are stated at the lower of cost or net realisable value. Cost is determined on
the weighted average cost basis.

Trade receivables are carried at original invoice amount less provision made for
impairment of these receivables. Where there is objective evidence of amounts that are
not collectible, a provision is made for the difference between the carrying amount and
the recoverable amount.

Provision for end  of  service  benefit  for  employees  based in the UAE is as per UAE
labour law and is based on periods of cumulative service and employees' current basic
salary.

Provision for end of service benefit for employees based outside the UAE is made in
accordance with the relevant local regulations.

Senior employees who are based in the UAE and all UAE national employees participate
in a defined contribution provident fund to which the employee and Dnata contribute a
specified percentage of salary. Contributions to the provident fund are charged to the
income statement in the period in which they fall due.

For the purpose of reporting cash flows, Dnata considers all cash and liquid funds with
an original maturity of less than three months and bank overdrafts to be cash and cash
equivalents.

Property, plant and
equipment (continued)

Capital projects

Held-to-maturity
investments

Inventories

Trade receivables 

End of service benefit
provision

Provident fund

Cash and cash equivalents

89

Dnata

Principal accounting pol icies (continued)



Dnata comprises Dnata, Dnata World Travel and its subsidiaries and

associated companies. Dnata was incorporated in the emirate of Dubai, with

limited liability, under an Emiri Decree issued by H.H. Sheikh Maktoum bin

Rashid Al-Maktoum on 4 April 1987.  On that date, Dnata took over for nil

consideration, the total assets and liabilities of Dubai National Air Travel

Agency with effect from 1 April 1987. 

Dnata World Travel was incorporated in the emirate of Dubai, with limited

liability, by an Emiri Decree issued by H.H. Sheikh Maktoum bin Rashid Al-

Maktoum on 27 February 1989.

The main activities of Dnata comprise:   

• aircraft handling services at Dubai International Airport

• engineering services to airlines using Dubai International Airport

• sale of air tickets on behalf of airlines as general sales agent and as an agent

• other travel related and event management services

• handling services for cargo exported and imported through Dubai

International Airport

• management of property

• information technology including accounting bureau services

• freight clearing and forwarding services through its associated company

Dubai Express L.L.C., a company incorporated in the United Arab Emirates

• handling and engineering services at international airports in Pakistan,

through its associated company Gerry's Dnata (Private) Ltd., a company

incorporated in Pakistan

• handling and engineering services at Ninoy Aquino airport in Manila, through

its subsidiary company Dnata-Wings Aviation Systems Corporation, a

company incorporated in the Philippines

• handling services at Mehrabad International Airport in Iran, through its

associated company Safiran Dnata Airport Services PJSC, a company

incorporated in Iran

• travel agency activity in the United Kingdom through Dnata World Travel's

subsidiary company, Dnata Travel (UK) Ltd., a company incorporated in the

United Kingdom.
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2. Operating revenue

2003 2002

AED'000 AED'000

Airport operations 374,249 299,994

Information technology 200,248 154,954

Cargo 126,050 133,341

Reservations system 94,546 85,890

Agency commission 74,503 69,116

Property management 30,299 24,214

Other 25,365 22,175

925,260 789,684

3. Operating costs

Employee (see below) 502,104 433,693

Depreciation 66,609 64,535

Accommodation 39,024 38,125

Corporate overheads 210,499 149,011

818,236 685,364

(a) Employee costs include AED 25.3 million (2002: AED 19.4 million) in respect of end

of service benefit provision, AED 6.3 million (2002: AED 5.4 million) in respect of

provident fund contributions and AED 35.7 million (2002: AED 11.5 million) in respect

of the employee profit share scheme.

(b) Average employee strength during the year was 6,392 (2002: 6,526).
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4. Property, plant and equipment

Office
Airport equipment

plant and and Motor Capital
Buildings equipment furniture vehicles projects Total
AED'000 AED'000 AED'000 AED'000 AED'000 AED'000

Cost

1 April 2002 21,793 174,273 335,074 13,293 8,739 553,172

Additions - 38,810 44,247 1,057 6,046 90,160

Transfer from capital projects - - 1,628 - (1,628) -

Net transfer from / (to) Emirates (18,295) (5,735) 32,497 392 (824) 8,035

Disposals - (11,617) (3,167) (1,420) - (16,204)

31 March 2003 3,498 195,731 410,279 13,322 12,333 635,163

Depreciation

1 April 2002 6,494 124,200 245,276 8,946 - 384,916

Charge for the year - 20,023 45,045 1,541 - 66,609

Net transfer from / (to) Emirates (3,044) (1,869) 25,153 220 - 20,460

Disposals - (11,200) (2,879) (1,306) - (15,385)

31 March 2003 3,450 131,154 312,595 9,401 - 456,600

Net book value

31 March 2003 48 64,577 97,684 3,921 12,333 178,563

31 March 2002 15,299 50,073 89,798 4,347 8,739 168,256

Dnata
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5. Investments in subsidiaries and 
associated companies

The subsidiaries and associated 

companies are:

Percentage Country of

of incorporation
equity and principal
owned Principal activities operations

Subsidiaries

Dnata Travel (UK) Ltd.       100 Travel agency U K

Dnata-Wings Aviation Systems Corporation 100 Aircraft handling services Philippines 

Associated companies

Dubai Express L.L.C. 50 Freight clearing and forwarding U A E

Gerry's Dnata (Private) Ltd. 50 Aircraft handling services Pakistan

Safiran Dnata Airport Services PJSC 49 Ground handling services Iran

The investment in Safiran Dnata Airport Services PJSC was made during the

year. There were no other changes in the percentage of ownership interests

during the year.

Movement of investments in 

associated companies

2003 2002

AED'000 AED'000

Balance brought forward 12,967 10,059

Investment during the year 1,013 -

Share of results 7,053 4,619

Dividend received (500) (1,781)

Translation difference 242 70

Balance carried forward 20,775 12,967 

Due from Emirates 69,579 69,873

Dnata and Emirates share senior management and central corporate
functions. The amount receivable from Emirates arises from the net recharge
of expenses between Dnata and Emirates, charges raised in respect of
services provided and the transfer of funds. This receivable has been classified
as long term on the basis that there are no fixed repayment terms and
repayment is not expected within one year. Interest is charged to Emirates in
line with UAE Dirham bank deposit rates.

Common Dnata / Emirates management costs are fully recharged except
where the basis of recharge would be arbitrary and in these instances no
recharge is made. The net effect of these arrangements does not materially
affect profit for the year.

93

Dnata

6. Long term receivable



7. Trade and other receivables

2003 2002
AED'000 AED'000

Trade receivables

Travel agents 8,778 7,427
Airlines 24,221 21,954
Other 69,100 63,200

102,099 92,581

Other receivables and prepayments

Prepayments and deposits 18,825 25,857
Other 44,611 42,045

63,436 67,902

165,535 160,483

There are no significant concentrations of credit risk.

8. Held-to-maturity investments Held-to-maturity investment represents guaranteed floating rate notes held
with  Wisma (S) Limited, a 100% owned subsidiary of Emirates Bank
International PJSC. The notes were guaranteed for principal and interest
by Emirates Bank International PJSC. Interest was earned based on LIBOR
plus 90 basis points paid quarterly in arrears. The investment matured
during this financial year. 

9. End of service benefit provision

2003
AED'000

Balance brought forward 106,533
Charge for the year 25,328
Payments during the year (8,335)

Balance carried forward 123,526

Senior employees who are based in the UAE and all UAE national
employees participate in a defined contribution provident fund to which the
employee and Dnata contribute a specified percentage of salary. The end
of service benefit provision relates to employees who do not participate in
the company provident fund.

In accordance with the provisions of IFRS 19, management has carried out
an exercise to assess the net present value of its obligations at 31 March
2003, in respect of employees' end of service benefits payable under the
relevant local regulations. The assessment assumed average expected
salary increases between 0% and 5% and a discount rate of 4% per
annum. The present values of the obligations at 31 March 2003, using the
actuarial assumptions as set out above, were not materially different from
the provision computed in accordance with relevant local regulations.
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10. Trade and other payables

2003 2002
AED'000 AED'000

Payables and accruals 187,674 135,579
Dividend payable 40,000 40,000
Employee leave pay 24,319 20,931
Airlines 44,699 35,919

296,692 232,429

1 1. Capital 
Capital represents the value of the net assets taken over from Dubai National
Air Travel Agency for nil consideration with effect from 1 April 1987.

12. Commitments

2003 2002
AED'000 AED'000

Capital commitments

Authorised and contracted 4,110 19,227
Authorised  but not contracted 233,097 135,805

237,207 155,032
Operational commitments

Letters of credit 92 92

The above were issued in the normal course of business.

13. Contingent l iabi l ities

2003 2002
AED'000 AED'000

Guarantees provided in the normal 
course of business 24,236 10,358

14. Cash and cash equivalents

Short term bank deposits and liquid funds 689,280 475,546
Cash and bank 12,112 8,787

701,392 484,333

Bank overdrafts (2,692) (21,055)

698,700 463,278

Transactions are limited to financial institutions possessing high credit quality
and hence the risk of default is low. Short term bank deposits and liquid funds
bear an effective interest rate of 1.73% (2002: 2.93%) per annum.

15. Financial instruments

Fair values The carrying amounts of the financial assets and financial liabilities as reflected
in these financial statements approximate to their fair values.
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