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About Aramex
Aramex has rapidly grown into a global brand, recognized for its
customized services and innovative products. Listed on the Dubai
Financial Market (DFM) and based in the UAE, Aramex is centrally
located at the crossroads between East and West, allowing us to provide
effective customized logistics solutions anywhere in the world and reach
more businesses and consumers – both regionally and globally.
We are committed to continually enhancing our operations across the
region while pursuing opportunities for business growth in emerging
markets abroad. This approach is core to the sustainability of our
business and commitment to facilitating wider, global trade in an everchanging world.
We have successfully introduced market leading express delivery and
logistics services to the Middle East and other emerging economies. As
a leading global provider of comprehensive logistics and transportation
solutions, our breadth of services includes express courier; freight;
logistics; supply chain management; e-Commerce and record
management services.
Our unique, asset-light business model underpins
all of the strategic decisions we make. It has proved
highly successful, allowing Aramex to swiftly adapt to
challenging market conditions, execute last-mile delivery
solutions and respond quickly to changing customer
preferences.

Innovation in technology is critical to maintaining our asset-light business
model and leveraging the Aramex global network. Instead of investing
heavily in infrastructure, we acquire or partner with domestic-focused
logistics companies that have strong local networks, knowledge and
transportation solutions already in place for efficient and effective
last-mile delivery. This approach has proven to have significant benefits
for both our business and customers and it is why we consider ourselves
a technology enterprise - selling transportation and logistics solutions
without being encumbered by heavy investments in assets. We also
believe that investing in and sourcing new technologies in the field of
e-Commerce, in particular, is key to a swifter, more efficient movement of
goods and services globally and maintaining our market leading position.

We also recognize that to continue to grow a truly sustainable business
we must serve and develop the markets and communities in which we
operate. Our “Delivering Good” sustainability platform is active in over
180 educational, social and environmental projects worldwide and we
have partnered with a number of international and local organizations
devoted to similar causes. We are proud of the close ties we have with
the communities where we operate and the contributions we have made
to their sustainable economic development.
Our business initiatives are always informed by our larger vision of
supporting greater trade in and between emerging markets. We believe
our future growth will be based on thinking and acting differently, on
embracing change as our customers and markets change. We live in an
era where technology transforms and influences our daily lives more than
ever before. Increasingly, consumers rely on digital connectivity, using it
to enhance their lifestyles. This, in turn, presents opportunities for us to
serve them better.
To that end, we are investing strategically to harness the power
of technology in a variety of ways. This applies to everything, from
innovation to investments, acquisitions and the systemic tapping of
attractive markets. This is why services related to e-Commerce will also
continue to be a key theme of our business expansion, supported by
strategic investments in technology.
We have actively developed a culture where innovation can thrive. We
will continue to invest in our people, technology and infrastructure, as
well as implementing innovative solutions to satisfy our customers’
evolving needs - while still delivering maximum value to our stakeholders
and maintaining our partnerships with local communities.
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Aramex Locations

Sustainability Coverage

Significant Areas of Operation

Algeria
Azerbaijan
Bahrain
Bangladesh
Bulgaria
Cambodia
Canada
China
Comoros
Cyprus
Czech Republic
Egypt
Eritrea
Ethiopia
France
Georgia
Germany
Ghana
Great Britain
Hong Kong
India
Indonesia
Iran
Iraq
Ireland
Jordan
Kuwait
Lebanon
Libya
Liechtenstein
Madagascar
Malaysia
Maldives
Malta
Mauritius
Mayotte
Monaco
Morocco
Nepal
Netherlands
Oman
Qatar
Réunion
Saudi Arabia
Seychelles
Singapore
Slovakia
Sri Lanka
Sudan
Switzerland
Syria
Turkey
USA
Ukraine
Vietnam
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About
Sustainability
and this report
Our People

Our Finances

84

AED 1,464,100,00

Sustainability remains an integral part of our business. We believe
in being good corporate citizens and contributing positively to our
surroundings. We are continually seeing value from investing in reducing
our environmental footprint, working with communities, empowering
youth and supporting entrepreneurs. We believe that responsible,
sustainable practices will not only benefit our business growth, but
also facilitate social and economic development for our stakeholders
around the world. We integrate sustainability in all facets of our business,
management and operations.

Share Capital

Nationalities

13,860

Our Environment

4

16,794,491

Stakeholder
engagement sessions

14.4%

Employees

Our Community

Return on Equity (ROE)

Liters of fuel

95%

36,078,400

Sustainability
coverage

Kwh electricity

3%

certified training
center

Increase in
recycling

INPUTS

VALUE

3816

62%

Shipments per
employee

1,105,050,743 AED
Employee benefits
and Salaries

79%

Training coverage

Paper recycled

AED 3,446 million
Total Assets

AED 3,837 million
Total Revenues

25%

53,000

Reduced per shipment

Direct
beneficiaries

*compared to 2012
baseline

500 +

stakeholders attended
engagement sessions

11%

Reduced per shipment
*compared to 2012
baseline

(G4-EN3) (G4-EN5) (G4-EN6)
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About Sustainability
and this report (continued)
This is our 6th integrated report and 10th sustainability report.
This report complies with the regulations of the UAE and has been
prepared according to the GRI Guidelines. It also covers the ten principles
of the United Nations Global Compact.
Our financial statements are maintained in accordance with the
International Financial Reporting Standards (IFRS) of the International
Accounting Standards Board (IASB), and are reported in line with the
regulatory requirements of the Securities and Commodities Authority
(SCA) of the United Arab Emirates.
This report communicates our commitments and progress as a company,
detailing the innovative policies, procedures and initiatives we have
implemented to deliver on our pledges to stakeholders. In sharing this
report we hope to foster an ongoing dialogue with our stakeholders.

CONTENTS
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Letter from
the CEO
Dear Stakeholders,
2015 was an exciting year for Aramex. We achieved a number of
important milestones, further enhancing our operations in emerging
economies and consolidating our position as an innovator and market
leader, all against a backdrop of global volatility. 2015 was also
important as we laid the groundwork for launching critical development
plans, which we are now looking to activate in the year ahead.
I am proud to say that 2015’s fiscal performance has prepared us well to
execute our 2016 plans. We recorded AED 3,837 million in revenues, up
by 5% compared to AED 3,643 million in 2015. This increase was driven
by robust growth, primarily in our international and supply chain services
across key geographies in the Middle East, Africa and Asia-Pacific. Our
net profits decreased by 2% to AED 311 million.
Following a year of positive financial results and careful
strategic planning, we are ready to introduce a number of
exciting initiatives in 2016.

I believe the key to building on this success in 2016 will be remaining
true to our core strategy - staying asset-light. This has always been
a competitive differentiator and enables our success, even at times
of economic, social and political volatility. To get the most out of this
model, we leverage innovative technologies in a way that best integrates
with our asset-light approach and allows us to be as relevant and
efficient as possible in our diverse markets. This also provides us with
the flexibility and agility needed to adapt quickly to customer needs.
By continually innovating, we are using technology to pre-empt market
changes and stay ahead of the curve. In my opinion, this strategy has
enabled Aramex to become the best in the market.
However, effectively leveraging technologies is not easy. This requires
careful research and detailed analysis of the economy, industry and
consumer trends, in order to identify the appropriate technology for
our asset-light model and how best to deploy it. This approach has
been critical to selecting and implementing appropriate innovative
technologies that are effective and sustainable for our business. It has
also accelerated the development of our e-Commerce platform, last mile
delivery solutions, business operations and global network. Our use of

Our e-Commerce platform is performing at an all-time high. It is the
strongest performing segment of our business, accounting for 25%
of our annual revenues and currently growing at 30% annually. There
is no doubt that leveraging innovation has helped fuel e-Commerce
growth. With more shoppers coming online due to growing access to
smartphones, consumers are demanding increasingly sophisticated
technology solutions to make their experience faster, easier and more
enjoyable. New phone apps, for example, allow consumers to place orders
and deliveries, pay online and track packages in real-time.
As online shoppers continue to quickly change and adapt
their behavior to using new, innovative technologies, we
must anticipate and successfully meet these demands.

Our last mile delivery solutions have never been stronger. To improve
our overall customer experience, we have implemented technologies to
enhance our tracking systems to reach more off-the-grid consumers,
deliver packages faster and reduce the likelihood of error or delays.
While there are a number of components that make our e-Commerce
platform successful, I believe that ensuring customers receive their
packages on time and at a location of their choice is what keeps them
as long term Aramex clients. We are at the forefront of innovation in
the global logistics market and will continue to harness innovative
technologies to further enhance our last mile delivery solutions.

technologies to better enable our asset-light business model underpins
every critical strategic decision that we make.

(G4-EC1)(G4-1)(G4-2)(G4-3)(G4-9)
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Letter from the CEO (continued)
Our business operations are becoming increasingly seamless. This
is because of our commitment to upgrading and streamlining our
technologies, both externally and internally. For customers and clients,
our services and employees have become more accessible, visible and
efficient due to the deployment of new technologies. Our customer
service responses are faster, tracking systems more effective and
deliveries more efficient. We have also further optimized our systems
by standardizing operations internally through the deployment of new
software and programming. This year’s deal with SAP Software Solutions
will further accelerate this progress. Our finance, procurement, human
resources, IT, communications and management teams can now better
communicate, streamline and enhance their operations - making the
Aramex business healthier, stronger and in a better position to quickly
exploit market opportunities as they arise.
Our global network is expanding rapidly. Effective leveraging of technology
is also critical to growing our wider Aramex global network and informs
our decisions when exploring potential partnerships in markets abroad.
Emerging economies worldwide, such as Africa and the Asia-Pacific, are
quickly developing and require more efficient and innovative logistics
services. Because of this we carefully identify logistics partners who
best fit with our technology platforms and have other suitable, scalable
synergies with Aramex’s asset-light business model in our target markets.
We also independently invest the appropriate finances, research, people
and time in developing and implementing new technology solutions that
satisfy local consumer preferences. We are currently assessing a number
of strategic investments across our core markets to further grow the
Aramex network and we will be sharing more information as we move
forward with our plans.
Another important factor of the success and continuity of our business
is the wellbeing and sustainability of the communities where we
operate. To support Aramex’s ongoing sustainability efforts, over
the past year we have officially unveiled our sustainability platform
‘Delivering Good’, which better enables us to create effective
partnerships with communities, social entrepreneurs, governments,
NGOs and corporations worldwide. Our strategy is in line with the
United Nations’ Sustainable Development Goals, focusing on increasing
economic growth, access to quality education and fair employment,
and taking steps to mitigate climate change and its impacts globally.
We also continue to adhere to the United Nations Global Compact by
communicating our progress on an annual basis.
Currently, 95% of our locations are actively engaged in
sustainability initiatives and projects and identify with
at least one of the three focus areas of our Delivering
Good platform: Education and Youth Empowerment,
Entrepreneurship and Environment.

CONTENTS

These sustainability programs are infused with Aramex’s unique
corporate values of innovation, creativity and disruption, as we
encourage people to test ideas, push boundaries and be technologically
savvy. We believe that by continuing to adopt innovative technology
solutions across all markets and sectors, the world will rely less on natural
resources and grow sustainably. This approach also means that we are
effectively contributing to communities’ efforts to create new jobs and
more wealth. We are proud of our achievements this year and it brings
me great pleasure to state confidently that we are leading the way in
sustainability efforts across the region.
Our future is promising in large part because we have a corporate
culture where innovation and creativity is encouraged and thrives. We
understand that creating a workplace that celebrates diversity and
encourages open dialogue is essential to achieving our core business
goals. I encourage all of my colleagues to harness the power of
innovative thinking to spark meaningful, disruptive change within the
company, across the wider industry and in their communities. Innovation
is an important part of our company’s history and tradition, and helps us
drive a more sustainable, and consequently more successful, business.
I have always maintained that our success is built on a strong, capable
global team and would like to extend my thanks to all of my colleagues
who help to ensure that Aramex takes another step forward every day.
As we move into 2016, it remains unclear how the global economy will
perform . Despite this uncertainty we are confident we will effectively
execute our strategy and leverage technology in a way that most
benefits our business and all of our stakeholders. We must continue
to stay at the forefront of global trends and find the optimal ways
to enhance our logistics and transportation solutions to match everchanging customer preferences. This will ultimately help better facilitate
the movement of goods and services and encourage greater economic
activity globally. Efficient logistics and transportation systems are the
lifeline that connects people, goods and services throughout the world,
and we will stay committed to keeping this lifeline healthy and strong.
I am truly excited for the year ahead and would like to thank all of
our stakeholders for their continuous support as we move forward
with our incredible journey. I hope you share our excitement about
our path for 2016 and beyond.

Hussein Hachem
Chief Executive Officer
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Our services
International Delivery
As a leading international provider of comprehensive logistics and
transportation services, Aramex provides global door-to-door shipping
solutions for time-sensitive documents and packages to customers
across all industries. We offer a range of International Express services to
suit clients’ needs in terms of cost and speed, as well as real-time online
tracking updates, automatic delivery notifications, proof-of-delivery, and
a variety of import, export and customs clearance services.
To meet the ever-increasing demand for accurate and customized
delivery modern specifications and the ability to maximize operational
efficiency have become important factors for our customers. This year,
we invested heavily in Automation Systems in India and the UK.

We continued to expand our Express network across the
globe, launched new services such as “Aramex Express
Box” and partnered with new service providers globally.
At the same time, we optimized transit times and
routing between different origins and destinations, and
strengthened our deferred and ground service offerings in
multiple regions.

E-Commerce business remains a major strategic focus for Aramex, and
we will continue to enhance our delivery and customer service capacities
and our network-serviced destinations across the globe. In 2015, we
opened up new e-Commerce Lanes from US and Europe to Far East
destinations. We also enabled international Cash-on-Delivery service
in the Middle East and witnessed growth of Domestic e-Commerce in
multiple geographies such as India, Saudi Arabia and Africa. To offer
best value to our customers, who remain at the heart of our operational
strategies, we also continuously adjusted our network capacities to cater
for the growth of our e-Commerce business.
Our freight services comprise air, land and sea transportation, and
provide cost-effective delivery for heavier and special-handling
shipments. Aramex Freight services range from port-to-port shipping to
full door-to-door delivery - and cater to all kinds of commodities, from
general cargo to time-critical and temperature-controlled shipments. In
addition, Aramex offers customs clearance, advanced online tracking,
third-party shipping, regional distribution, chartered aircraft or vessel
services, and exhibition handling.

In our continuous efforts to develop the freight product and enhance
customer experience, Aramex Freight has upgraded its existing services
and launched new initiatives to offer improved service to our customers.
We introduced a range of key initiatives in 2015:
• We have expanded our AramexBio service to cater for freight business,
whereby we now handle clinical trials and temperature controlled
samples for clients all over the Middle East and Africa region.
• We also launched an ‘Aircraft-on-Group’ desk across MEA to cater for
urgent shipments for airliner and ocean carriers.
• Aramex also launched ‘Aramex-Envoy’. This is a much-needed Onboard-Courier solution for our clients who need the safest and shortest
possible door-to-door service for their critical shipments.
• Building up on the Multilateral e-AWB Agreement - part of an IATA
initiative that we were among the first to sign globally- we signed
agreements with one additional carrier and integrated with two more
carriers under the Cargo2000 program. On average, Aramex opens a
new lane of e-AWB monthly with leading global carriers to increase the
penetration of e-AWB within the organization.
• In addition to the previously launched ‘Saudi-Fast’ multimodal service,
which connects Asia to Saudi Arabia, we expanded our regional GCC
sea-land service to cover all the countries from Dubai and Bahrain.

(G4-8) (G4-12)
CONTENTS
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Our services (continued)
Domestic Express Delivery
Our Domestic Express service provides nationwide door-to-door delivery of
urgent packages, with options including same-day or next-business-day
deliveries, package collection and return services, and cash-on-delivery.

Integrated Logistics,
Warehousing and Supply
Chain Management
Our end-to-end logistics solutions ensure the efficient transfer, storage,
and distribution of products and information throughout the supply
chain, from the moment our customer’s inventory leaves their suppliers or
factories until it reaches retailers or end-users. This is made possible by
our logistics centers, which are strategically located in key areas across
the GCC, Middle East, North Africa, Western Europe and Asia. Our logistics
centers are powered by cutting edge technologies to ensure world-class
security and constant real-time visibility.

Throughout 2015, we continued to enhance the technology and
navigation tools used by our couriers. We have also made further
investments in infrastructure in multiple countries to develop our ground
operations, and to cater for growing demand for Domestic Express.
Our ‘My Address’ service continues to grow across our core markets.
Using its web interface, Aramex customers can pinpoint their exact
position and select a delivery time when they place an order. The success
of ‘My Address’ is demonstrated by the fact that we collected over
a million addresses and instructions through the system in 2015.

CONTENTS

We have continued to expand in our core markets and have opened a new
15,000 square meter state-of-the art facility in Muscat, Oman to serve our
customers there. We have also upgraded our facilities in South Africa by
moving to new logistics warehouses in Johannesburg and Cape Town. We
have also continued expansion in Egypt, with an additional 10,000 square
meter space to accommodate the growing demand. Other expansions took
place in Turkey, Singapore, Uganda and Jordan to accommodate the needs
of our existing and new customers. Work has also begun for a specialized
dangerous goods facility in Dubai, the first of its kind in the Aramex
network, to upgrade our services offered to the Oil and Gas industry.
Technology has always been a key enabler in delivering service
excellence and we have continued investing in our warehouse
management system to deliver advanced solutions and run more
efficient operations in our facilities. This year we have increased RF
scanner transactions in comparison to manual transactions by over
200%, ensuring real-time updates and data entry accuracy.

10
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Our services (continued)

Information Management
Solutions (InfoFort)
InfoFort is a wholly-owned Aramex subsidiary, and the leading secure
records and information management solutions provider in the Middle
East and Africa. InfoFort solutions span the full information management
lifecycle, including secure storage and management of records, scanning
and data capture, document management system and workflow process
automation solutions. InfoFort also enables cloud backup as a service,
media tape management, secure shredding, check management, fixed
asset management and consultancy.
In 2015, InfoFort acquired a majority stake in CBKSoft, the leading
electronic document management and workflow automation software
provider in Turkey, developing custom software solutions to empower
businesses and improve the bottom line. This acquisition will further
expand InfoFort’s reach in the region by giving Turkish customers greater
access to its client-focused, technology-driven solutions.
InfoFort also continued its franchising and licensing program to include
Nigeria in addition to three existing partner countries: Lebanon, Pakistan
and Bangladesh.
InfoFort also further promoted “InfoCARE”, its social platform for
enabling information-driven sustainability initiatives. In 2015, InfoFort
expanded its “GreenBox” service to include different countries within
its growing network. Completely free-of-charge, this service contributes
to a sustainable eco-system, and aims to create awareness of paper
wastage and paper recycling- and bring about change in people’s paper
consumption habits.
InfoFort implemented several youth empowerment initiatives in Saudi
Arabia and Egypt under its “InfoGROW” strategy. This aims to empower
youth through information-based skills – skills that will enable them
to develop their abilities in order to join the workforce and ultimately
become self-sufficient.
In 2015 InfoFort also published its second sustainability report in
the MENA region, and started tracking carbon emissions using the
Greenhouse Gas (GHG) protocol that is developed by the World Business
Council for Sustainability Development (WBCSD) & World Resources
Institute (WRI).

Shop and Ship
Shop and Ship is our unique online shopping delivery service that enables
thousands of members globally to enjoy the benefits of having physical
mail forwarding addresses in the world’s top 15 shopping countries
without actually living there.
This service offers forwarding addresses in the US, UK, China, Turkey,
UAE, India, South Africa, Hong Kong, Germany, Italy, Spain, France,
Singapore, Canada and Malaysia, where members can receive packages
they’ve ordered online. Aramex then forwards these shipments to their
members at very competitive rates - saving them time, effort and money.
The service is provided in more than 60 cities in the Middle East, Africa,
Europe, and Asia.
In 2015, Shop and Ship continued its global expansion by launching
multiple shipping origins, cementing the brand’s position as a ‘global
shopping’ enabler. The service now encompasses a total of 15 countries.
This growth is in line with positioning the brand as the leading crossborder shopping solution and destination.
Shop and Ship’s Integrated Partner program expanded further in 2015,
with some key e-Commerce partners from the 15 origins utilizing the
service to make their local businesses reach global markets economically
and effortlessly.

Our Supply Chain
Aramex’s asset-light business model relies heavily on our supply chain
of international and local partners. With one of the largest logistics and
transportation networks in the world, our widespread network consists
of national and international airlines, operating locally or in multiple
countries, as well as several sea lines. Moreover, regionally we deal with
land freight operators and continue to empower local economies and
local suppliers - in 2015, 85% of our spending was on local suppliers.
Through our extensive freight forwarding network and comprehensive
transportation solutions, we offer door-to-door delivery from one or
multiple suppliers into the warehouse with smooth delay-free customs
clearance, aiming to include both local and global suppliers in our supply
chain. However, being a local entity in the areas in which we operate, we
endeavor to source locally wherever available and possible. Therefore,
the majority of our spending is on local suppliers. At Aramex, we make
every effort to engage with our suppliers – through all available channels,
and on a regular basis as required.

(G4-EC9)
CONTENTS

11

Aramex Annual Report 2015

Strategic
direction
Aramex’s long-term sustainable and profitable growth strategy is
founded on our corporate values. It drives the company’s successful
progress towards achieving its vision: To be recognized as the leading
global B2C & B2B logistics solution provider in growth markets within the
next three to five years.
To achieve this, we continue to invest in our people, our technology and
infrastructure; and continue to implement innovative solutions to meet
our customers’ evolving needs, whilst delivering maximum value to our
shareholders, and maintaining our partnerships with local communities.

Growth
Our growth strategy remains focused on building
our business, both organically and inorganically,
across growth markets. It will always be a competitive
differentiator for the company.

Aramex’s expansion plans for the next three to five years focus on growth
markets, widening its global footprint and strengthening connections
between hubs and different markets, as well as capitalizing on untapped
potential for e-business in emerging markets and strengthening South to
South trade between growth markets in Asia and Africa.

New Markets, Acquisitions
and Franchising
Going forward, Aramex has ambitious targets for more growth in the
Middle East, where our core business remains. We also aim to accelerate
growth through acquisitions and partnerships when they make clear
strategic sense, have great synergies with our asset-light business model
and meet our defined criteria.

Performance
Our robust business model is closely aligned with our growth strategy,
making Aramex a stable investment choice for local and foreign investors.
The company enjoys an agile business model, enabling it to respond
swiftly to forces of change, and its federal, decentralized structure
empowers its people to be responsive to evolving customer needs. Also,
being a local entity in the areas in which we operate creates local job
opportunities and enables us to help address some of the challenges of
the local communities.
Underscoring the reliability of our business and its
ability to deliver growth, Aramex maintains a very strong
financial performance despite continued instability in the
Middle East & North Africa and uncertainty clouding the
global economic outlook.

The company continues to provide a range of solutions to help both
start-ups and well-established businesses to launch or expand their
e-Commerce operations, including warehousing and integrated logistics,
payment collection services, order processing, and outsourcing of
customer service through various contact centers. This makes Aramex a
reliable partner upon which young companies can rely.

We remain committed to building our franchise and operations in growth
markets - discussing a major strategic acquisition to further strengthen
our presence in the Asia-Pacific region being one example.

(G4-2)
CONTENTS
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Strategic direction (continued)

Innovation
Aramex is continually innovating as a business, and
identifying bespoke solutions tailored to customer needs.

The company is at the forefront of innovation in the global logistics
market and will continue to introduce new technologies to further
enhance our last mile delivery solutions. By implementing technologies
to enhance our tracking systems, we are able to reach more off-the-grid
consumers, deliver packages faster and reduce the likelihood of error or
delays, thereby improving our overall customer experience - and we are
planning to continue to invest in this area.

Sustainability
Today, we still live our beliefs and our values through our actions. We
know that being a good corporate citizen is integral to our innovation
and top-line performance. We believe that responsible, sustainable
practices will not only benefit our business growth, but will also facilitate
social and economic development for our stakeholders around the world.
We endeavor to integrate sustainable development into everything we
do - this is the foundation of our management approach.

Also, e-Commerce development remains a key strategic goal, and we
continue to view our partnerships with online retailers as a vital element
in our future growth. We have been investing heavily in our e-Commerce
platform to support the growth of online trading across our core
emerging markets, taking advantage of the significant opportunities in
growth markets in Asia, Africa and the Middle East.
Aramex provides a wide range of solutions to help both start-ups and
well-established businesses to launch or expand their e-Commerce
operations, including warehousing and integrated logistics, payment
collection services, order processing, and outsourcing of customer
service through various contact centers.
As a global logistics and transportation services provider, Aramex
possesses world-class infrastructure and technology in order to deliver
the best possible services to its customers around the world.
Through our close engagement and responsiveness to clients’ continuous
service improvement and innovation through specifically tailored
solutions, we aim to grow in tandem with our customers, and benefit
from each other’s success.
To find out how, please see the Our Customers section of this report
on page 33.

We are convinced of the power of this company to help build a better,
more sustainable world. You will find considerable information on our
progress in our Sustainability section, pages 40.
It is the people at Aramex who make the company
successful and it is their knowledge, expertise and
contributions that drive the business forward. It
is important that we nurture them and provide an
environment where they can grow personally and
professionally, in a supportive culture where everyone is
encouraged to reach their full potential.

Our learning and development strategy has always included workplacebased experience alongside more structured training programs in order
to build our people’s skills, and encourage collaboration and networking
with colleagues across the group.: To learn more about how we keep
expanding our people development activities, please look at the Our
People section of this report on page 23.

CONTENTS
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Key Non-financial Goals
Our People

•

Expand Leadership Development Program, Academies (Sales, accreditation
and Ground Courier Development Program & cultural road show in key strategic location)

•

Launch internal Awareness Campaign for information security & human and labor Rights

•

Deploy E-learning platforms and gamification of career development programs.

•

Maintain Training coverage at a minimum of 70 % or above.

•

Document and align our Policies and Procedures as well as update roles and responsibilities across all company functions.

•

Hold training sessions for all employees on these updates and introduce the performance appraisal
and objective setting culture across all functions and teams.

Our Customers

•

Enhance ClickToShip, our desktop shipping application, to become more user friendly and effective,
this includes adding system localization as well.

•

Provide our sales executives with a sales automation tool, a CRM application called “My Reach”
which will increase mobility and improve time management.

•

Improve the process for our e-Commerce customers to integrate with Aramex operations
and systems through video instructions released on social media and available on Aramex.com  

•

“Aramex Smiles”, our loyalty program will extend its benefits to corporate customers as well. The program will allow customers
to gather points on their spending with Aramex and redeem them through our extensive list of products and services.   

•

Increase startup and SME support and continue to source from local suppliers and SMEs across our network

•

Continue updating and strengthening our supplier management process and pre-qualification process, which includes questions
on Human and Labor Rights, Environmental Compliance and well as general compliance with international and local laws and
regulations. We are also working to evaluate current suppliers on those aspects.   

Our Community

•

Increase number of beneficiaries by 5% for 2016

Our Environment

•

Reduce Carbon emissions by 20% by 2020

Our Supply Chain

CONTENTS
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Governance
Our Governance ensures that we have a transparent and
effective operational and business structure. This structure
ensures that responsibilities and rights of those within Aramex
are communicated, maintained and controlled. This allows
for smooth and transparent corporate operations, ensuring
accountability and keeping stakeholder’s rights intact.
The current Aramex Board of Directors, which was elected by
our Annual General Assembly in March 2013, consists of the
following members:
• Mr. Abdullah M. Mazrui, Chairman
• Mr. Fadi Ghandour, Founder and Vice Chairman
• Mr. Hussein Hachem, Chief Executive Officer and Director
• Mr. Helal Al-Marri, Director
• Mr. Ahmed Al-Badi, Director
• Mr. Arif Naqvi, Director
• Mr. Charles El Hage, Director
• Mr. Ayed Aljeaid, Director
• Mr. Mana Al-Mulla, Director
Aramex’s nine-member board of directors strives to cement
the company’s position as a leader in corporate governance
by implementing and upholding its Charter and Corporate
Governance Guidelines. Six of the Board members (67%),
including its Chairman, are independent non-executive
directors, two members are a non-independent non-executive
directors and one member is a management representative:
Hussein Hachem, CEO of Aramex.

(G4-7) (G4-14) (G4-34) (G4-35) (G4-36) (G4-37) (G4-38) (G4-39) (G4-40) (G4-41) (G4-42) (G4-43) (G4-44) (G4-45) (G4-46) (G4-47) (G4-48) (G4-49)
(G4-50) (G4-SO4) (G4-SO6) (G4-SO7) (G4-LA12)
CONTENTS
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Governance (continued)
Composition of the highest governance body
Member

Position

Independence

non-execs

Gender

Age

Tenure

Nationalities

Other Commitments

Mr. Abdullah M.
Mazrui

Chairman

Independent

Non-Executive

Male

62

Since
Inception

Emirati

Chairman (2 Company boards)
Director (5 Company boards)
Director (1 Council board)

Mr. Fadi Ghandour

Founder and
Vice Chairman

NonIndependent

Non-Executive

Male

55

2005

Jordanian

Chairman (1 Company board)

Mr. Hussein
Hachem

Chief Executive
Officer and

NonIndependent

Executive

Male

45

2011

Canadian

None

Director

Mr. Helal Al-Marri

Director

Independent

Non-Executive

Male

38

Since
Inception

Emirati

Director General
(1 Department)
CEO (1 Company)
Director
(2 Company boards)

Mr. Ahmed Al-Badi

Director

Independent

Non-Executive

Male

58

Since
Inception

Emirati

Chairman (1 Company board)
Director (3 Company boards)
Director (1 Council board)

Mr. Arif Naqvi

Director

Independent

Non-Executive

Male

54

2005

Pakistani

Director (2 Company board)

Mr. Charles El Hage

Director

Independent

Non-Executive

Male

57

2011

French

Director (1 Company board)

Mr. Ayed Aljeaid

Director

NonIndependent

Non-Executive

Male

58

Since
Inception

Saudi

Director (1 Company board)

Mr. Mana Al-Mulla,
Director

Director

Independent

Non-Executive

Male

38

2010

Emirati

Chairman (1 Company board)
Executive (1 Company)
Director (1 Company boards)

Our Board selection process involves nominations by shareholders and
other Board members, and strictly adheres to the Board’s Charter and
Corporate Governance Guidelines. The process also ensures that all
candidates are highly-qualified individuals who possess the necessary
knowledge and expertise of material, environmental and social issues
pertinent to the company and its operations. In the rare event that
potential conflicts of interest arise, they are self-declared by the
members of the Board, who are then excused from related discussions.
Where necessary, the Chairman and members are also entitled to identify
potential conflicts of interest involving other members.

CONTENTS

Aramex governance guidelines were structured in accordance with
Federal Law No. 8 of 1984 regarding the Commercial Companies Law,
and the new Corporate Governance Code for Joint Stock Companies
and the Institutional Discipline Criteria to assist the Board and its
committees in the exercise of their responsibilities. Our governance
includes the Nomination and Remuneration Committee, the Audit
Committee and Strategy Committee.
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Governance (continued)

Board of Directors Selection Process
Board of Directors
• The General Assembly should elect members of the Board of
Directors by secret ballot. The majority of the members of the Board
of Directors must be UAE nationals or, if approved by the Securities
and Commodities Authority, holders of a Gulf Corporation Council
nationality, and must not be convicted of a crime of honor unless the
competent authorities have pardoned him/her.
• The Board of Directors shall elect from amongst its members a
Chairman and a Vice Chairman who will act on behalf of the Chairman
in his absence. The Chairman must be a UAE national.
• At least one third of the Directors shall be Independent Directors, while
the majority of Directors shall be Non-Executive Directors who shall have
experience and technical skills to the best interest of the company.
• In all cases, elected Non-Executive Directors shall be able to dedicate
enough time and attention to the Board - their directorship of the
Board of Directors must not conflict with any of their other interests.
• The position of Chairman of the Board of Directors and the Company’s
Chief Executive Officer may not be held by the same person.
• The Board is responsible for reviewing the requisite skills and
characteristics of new Board members, as well as the composition
of the Board as a whole. This assessment will include members’
qualification, as well as consideration of diversity, age, skills, and
experience in the context of the needs of the Board.

CONTENTS

Below is a description of the desirable characteristics that the Board
should evaluate when considering candidates for nomination as
Directors. The Board will review such characteristics at least annually
and perform any appropriate changes thereto.

Personal Characteristics
• Integrity and Accountability: High ethical standards, integrity and
strength of character in his or her personal and professional dealings,
and a willingness to act on and be accountable for his or her decisions.
• Informed Judgment: Demonstrate intelligence, wisdom and
thoughtfulness in decision-making. Demonstrate a willingness to
thoroughly discuss issues, ask questions, express reservations and
voice dissent.
• Financial Literacy: Ability to read and understand balance sheets,
income and cash flow statements. Ability to understand financial
ratios and other indices for evaluating Company performance.
• Mature Confidence: Assertive, responsible and supportive in dealing
with others. Respect for others, openness to others’ opinions and the
willingness to listen.
• High Standards: History of achievements that reflect high standards
for himself or herself and others.
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Governance (continued)
Core Competencies:

Team and Company Considerations:

• Accounting and Finance: Experience in financial accounting and
corporate finance, especially with respect to trends in debt and equity
markets. Familiarity with internal financial controls.

• Balancing the Board: Contribute talent, skills and experience that the
Board needs as a team to supplement existing resources and provide
talent for future needs.

• Business Judgment: Record of making good business decisions and
evidence that duties as a Director will be discharged in good faith and
in a manner that is in the best interests of the company.

• Diversity: Contribute to the Board in a way that can enhance
perspective and experience through diversity in gender, ethnic
background, geographic origin, and professional experience (public,
private, and non-profit sectors). Nomination of a candidate should not
be based solely on these factors.

• Management: Experience in corporate management. Understanding
of management trends in general and in the areas in which the
company conducts its business.
• Crisis Response: Ability and time to perform during periods of both
short-term and prolonged crisis.
• Industry/Technology: Unique experience and skills in an area
in which the company conducts its business - including science,
manufacturing and technology relevant to the company.
• International Markets: Experience of global markets, international
issues and foreign business practices.
• Leadership: Understand and possess the skills to motivate highperforming, talented managers - and demonstrate a history of so doing.
• Strategy and Vision: Skills and capacity to provide strategic insight
and direction by encouraging innovation, conceptualizing key trends,
evaluating strategic decisions and challenging the company to
sharpen its vision.

Board Committees:
• The Board has established the following standing committees: the
Strategy Committee, the Audit Committee and the Nomination and
Remuneration Committee. The Board may, from time to time, establish
additional committees as necessary or appropriate.
• Committee members are appointed by the Board. Consideration should
be given to rotating committee members periodically, although this is
not mandatory.
• Each committee has its own charter; these charter sets forth the
purposes, goals and responsibilities of the committees as well as
committee structure, operations and reporting to the Board.
• Committees are formed of not less than three Non-Executive Directors,
at least two of which are Independent Directors, including one as
Committee Chairman. The Chairman of the Board of Directors may not
be a member of these committees.

Commitment to the Company:
• Time and Effort: Willing to commit the time and energy necessary to
satisfy the requirements of Board and Board Committee membership.
Expected to attend and participate in all Board meetings and Board
Committee meetings of which they are a member. Encouraged to
attend all annual meetings of shareholders. A willingness to rigorously
prepare prior to each meeting and actively participate in the meeting.
Willingness to make himself or herself available to management upon
request to provide advice and counsel.
• Awareness and Ongoing Education: Possess, or be willing to develop,
a broad knowledge of both critical issues affecting the company
(including industry–, technology– and market–specific information),
and the Director’s role and responsibilities (including the general legal
principles that guide Board members).
• Other Commitments: In light of other existing commitments,
ability to perform adequately as a Director, including preparation
for and attendance at Board meetings and annual meetings of the
shareholders, and a willingness to do so.
CONTENTS
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Governance (continued)
In order to avoid conflict
of interest within the Board
• Director tasks shall include ensuring that priority is given to the
company’s and shareholders’ interests in cases of conflict of interest.
• Any Board member having an interest in conflict with that of the
company, in respect of certain transactions presented to the Board
for consideration and approval, shall have to report it to the Board.
Such report must be documented in the meeting minutes, whereby
the Director concerned is excluded from participating in voting on the
decision in question and their exclusion is to be explicitly documented
in the meeting minutes.
• In all cases, elected Non-Executive Directors shall be able to dedicate
enough time and attention to the Board - their directorship of the
Board of Directors must not conflict with any of their other interests.
• Directors must notify the Chairman or the General Counsel in a timely
fashion before accepting an invitation to serve on the Board of another
company. This prior notice is to allow discussion with the Chairman
and / or the General Counsel to review whether such other service will
interfere with the Director’s service on the company’s Board, or create
an actual or apparent conflict of interest for the Director.
• Any matters related to conflict of interest and / or related party
are documented and reported in the Annual Corporate Governance
Report which is published on the company’s website. This report is
also reviewed by SCA (Securities and Commodities Authority of Dubai
Financial Market) and published on their website.
The Board meets at least once every two months in accordance with
our Market Corporate Governance Code and Board’s Charter, and
shareholders are entitled to raise issues with the Board during the Annual
General Meeting. Three standing committees – the Audit Committee, the
Nomination and Remuneration Committee and the Strategy Committee –
have their own charters that stipulate their responsibilities and tasks.
The Nomination and Remuneration Committee meets at least once a
year. This is in compliance with the corporate governance code of the
Securities and Commodities Authority (SCA).The Committee assists the
Board in fulfilling their supervisory responsibilities for the independence
of Board Members and in monitoring the integrity of human resources
processes at Aramex. The Committee also monitors policies relating
to remunerations, benefits, incentives and bonus salaries to the board
members and employees - and ensures that remunerations and privileges
granted to the executive management are rational and proportionate
with the performance of the Company. Additionally, the Committee
determines the required core competencies at executive management
level and the corresponding selection criteria.

CONTENTS

The Board of Directors will:
• Review, evaluate and approve, on a regular basis, long-term plans for
the company.
• Review, evaluate and approve the company’s budget and forecasts.
• Review, evaluate and approve major resource allocations and
capital investments in accordance with the company’s Delegation
of Authority Matrix.
• Review the financial and operating results of the company.
• Director tasks shall include: to participate in the meetings of the board
of directors and to provide independent opinion on strategic matters,
policy, performance, accountability, resources, basic appointments
and activity criteria.
• The company shall work on implementing an environmental and social
policy to benefit the local community.
As part of Aramex’s sustainability strategy, and in keeping with our
commitment to being a responsible corporate citizen, our CEO, Mr.
Hussein Hachem, regularly briefs the Board on the company’s strategic
stakeholder approach, as well as its sustainability initiatives and
results, and reports on how these elements relate to overall corporate
performance. Aramex strives to continuously pursue sustainability
at a corporate level, and implements internal policies related to the
environment, responsible procurement, and whistle-blowing. Strategic
sustainability-related decisions are discussed at Board meetings, and
Board approval is required for all major sustainability initiatives or
targets prior to their implementation, in accordance with the Board’s
code of conduct.
Furthermore, Aramex continues to engage with top management and the
Board of Directors on our sustainability strategy and related activities.
Senior management members, along with the Chief Sustainability
Officer and dedicated sustainability team, continue to plan and manage
partnerships with the public and private sectors and the community
in order to expand and improve Aramex’s sustainability activities,
impact and reach. Moreover, active stakeholder engagement through
consultations and ongoing meetings ensures that our activities are in
line with our stakeholders’ needs.
The Board sets the strategy for risk management and due diligence
procedures related to economic, environmental and social impacts.
These strategies are then delegated to the team for implementation.
Through periodic updates from the CSO, internal audit and compliance
team, the Board reviews the sustainability strategy and recommends
amendments or changes where needed. Moreover, Aramex Executive
management reviews and approves the annual sustainability report.
Since 2013, we have initiated the structuring of a risk management
function with major focus on compliance risk; in addition, the company is
able to rely on risk assessments prepared by the internal audit function.
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Precautionary principle
Controls are defined and built into a process, product or system from
the outset, and are designed to ensure that risk mitigation is carried
out effectively.
Only existing controls will be considered in the assessment of a risk.
Planned controls have no relevance in the assessment (other than as part
of the action planning process) as their effectiveness is unproven.
Most controls are designed to prevent the risk event actually occurring.
Alternatively, controls may be designed to identify and highlight that
a risk event has occurred, or to help limit the severity of its impact.
Controls will generally be one of these types (although it is possible for a
control to be of more than one type).
During a risk assessment, the effectiveness of individual controls
and groups of existing controls is evaluated. This helps inform the
assessment of the likelihood of a risk event occurring as well as its
impact(s), should it occur.
Where action is deemed necessary (i.e. to avoid, reduce or transfer/share
the risk), an appropriate action plan must be established.
This action plan documents the assignment of specific actions to
individuals, with agreed target dates for completion.
Action plan progress is monitored centrally and the status of pending and
completed actions is reported regularly to senior management.
Completion of an action should lead to a re-assessment of a risk
(although, in the case of the introduction of new controls, it may be
necessary to allow a period of time for sufficient evidence to be compiled
on the effectiveness of those new controls).
In line with the AccountAbility AA1000 principle of inclusivity,
shareholders and employees are encouraged to provide input via the
whistle-blowing mechanism offered through the company’s intranet.
Our whistle-blowing policy, implemented to emphasize Aramex’s
commitment to transparency, ensures discrepancies are reported and
dealt with promptly to ensure ethical business practices and to protect
employees. While the Board does not generally have direct contact with
employees, it remains fully appraised of their opinions and concerns
through the feedback processes offered by the Aramex system.

CONTENTS

Each year the company’s shareholders receive the Board’s
recommendation regarding the remuneration to be paid to the
company’s directors. For the year ending in December 31, 2015, the
company’s shareholders approved the Board’s recommendation that
directors would receive 3,370,000 AED in total. In order to automatically
succeed in placing an item on the Board’s agenda, a shareholder must
possess a holding of at least 10% of the company’s shares. At present,
the highest holding is less than 10%, which means items for discussion
are tabled at the Board’s discretion.
Aramex is listed on the Dubai Financial Market (DFM), and complies
with the Securities and Commodities Authority’s (SCA) Corporate
Governance Regulations for Joint Stock Companies and Institutional
Discipline Criteria, a mandatory requirement since 2010. Furthermore,
building on our commitment to transparency, we have produced an
independent governance report in compliance with the SCA, which is
available upon request.
As a member of the transportation and logistics community, Aramex
complies with all necessary regulations related to the industry. These
include stipulations set out by local and international regulators covering
the handling of hazardous material, and the accuracy of labeling and
information regarding our services.
We strive to ensure that the impact of our services on
all stakeholders is consistently positive, and that any
negative impact we may have is reduced to an absolute
minimum - for example, we are working tirelessly to
reduce our carbon footprint.

We incorporated ethical business training into our induction program for
the first time in 2011, and have continued to provide further training to
everybody in the company. We view our training regime as an ongoing,
continuous process, and intend to increase the frequency of our
programs for existing employees.
During 2015 Aramex did not face any anti-competition or anti-trust
legal actions.
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The internal audit function devises a three-year internal audit plan
to cover the network as a whole based on a risk assessment that is
approved by the Audit Committee. The audits range from financial
to operational, information technology, physical security and other
areas that prove to have identified inherent risk. Although not
responsible for the detection of fraud, the internal audit function
is sensitive towards lack of segregation of duties and other fraud
indicators through the aforementioned assurance engagements.
Aramex policy dictates that the company shall not accept any
funds from governments or political parties, and no such funds
were received during 2015; neither did the company lend its
support to any political party or movement.
• The internal audit function is responsible for reporting critical
concerns to the Audit Committee of the Board through quarterly
reporting. In 2015, all critical and major issues were reported
to the Audit Committee, and were adequately covered by
management action plans for their prompt and effective
resolution.
• The Audit Committee of the Board will report the activities and
findings of the internal audit function to the Board of Directors.
• The internal audit is an independent, objective assurance and
consulting activity designed to add value and improve Aramex’s
operations. It helps Aramex to accomplish its objectives by
bringing a systematic, disciplined approach to evaluate and
improve the effectiveness of risk management, control and
governance processes.
• The scope of internal auditing encompasses, but is not limited
to, the examination and evaluation of the adequacy and
effectiveness of Aramex’s governance, risk management and
internal controls process, as well as the quality of performance
in carrying out assigned responsibilities to achieve Aramex’s
stated goals and objectives.
• The internal audit function continuously follows up with
management with regards to the implementation of the agreedupon action plans to resolve the findings, issues and concerns of
the internal audit.
• The internal audit function reports on a quarterly basis on the
status of management’s action plan implementation.

(G4-EC4) (G4-SO6)
CONTENTS
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Our People
Empowering people
We believe in the power of people. We strive to empower and connect
people in order to to provide the best delivery solutions. We drive global
connectivity and strengthen trade links through the support we provide
to our clients in moving their goods and products to markets.

CONTENTS
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Our People (continued)

At Aramex, our most valuable asset is our people. As an
asset-light company, we know that our growth and success
is constantly driven by the knowledge, expertise and
contributions of our people. Therefore, we believe that we must
continually invest in our people to ensure a safe, productive
and empowered atmosphere.
We seek to recruit and retain talented and skilled employees
who represent a wide array of diverse ages, nationalities and
cultural, academic and professional backgrounds. At Aramex,
we strive to empower our employees and our HR policies
and practices are reflective of this, providing a horizontal
leadership model, training and career growth opportunities, and
an inclusive work environment. Furthermore, our recruitment
process is based on meritocracy, qualifications and ongoing
assessment, and we regularly conduct inclusive interviews to
ensure the right people occupy the right positions. We make
sure to grow management from within, by investing in fresh
graduates, training and empowering them so they can occupy
positions of leadership within the company.
Aramex is continually growing to include new talent. Our global
workforce increased by 7% in 2015 to reach 13,860 employees
representing 84 nationalities.

(G4-9) (G4-10) (G4-11) (G4-EC6) (G4-LA1) (G4-LA2) (G4-LA3) (G4-LA4) (G4-LA5) (G4-LA9) (G4-LA10) (G4-LA11) (G4-LA12) (G4-LA13) (G4-LA16)
(G4-HR2) (G4-HR3) (G4-HR4) (G4-HR7)
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(G4-EC6) (G4-LA12)
CONTENTS

24

Aramex Annual Report 2015

Our People (continued)

The number of women occupying senior management positions
increased by 1% in 2015. Our aim is to offer our employees
competitive remuneration in our industry - we also aim to
match or exceed local standards. Moreover, our policies ensure
that equal remuneration is given for equal work. The only
determinants of remuneration are skills and experience level.1
Ratio of remuneration of men and women is 1:1
In 2015, Aramex spent 1,105,050,743 AED on employee
remuneration, including salaries and benefits.
Our human resource governance structure is founded on the
principles set out by the United Nation’s International Labor
Organization, the United Nations human rights principles and
other international organizations.
Our strict adherence to these principles ensured that we had
no labor related grievances in 2015.

1

Details can be found in Appendix page 114

(G4-EC3) (G4-EC1) (G4-EC5) (G4-LA12) (G4-LA13)
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Our People (continued)

Furthermore, we closely abide by local labor laws and social security
laws, which govern employee retirement benefits, disability and
individuality coverage. We guarantee health insurance cover for our
employees in the majority of our locations. We also guarantee paid
maternity leave for our female employees, alongside other benefits,
such as flexibility in working hours, extended unpaid leaves, and
nursing hours to support and encourage return to work, according to
local labor laws.
In 2015 100% of mothers returned to work after 18683
days of maternity leave.
(G4-LA3) (G4-LA12)
CONTENTS

26

Aramex Annual Report 2015

Our People (continued)
Empowering Our People
At Aramex, we utilize a decentralized and horizontal leadership model
which, along with our continual on-the-job training, ensures that all of
our employees are empowered and able to make the decisions needed
to enhance our services and operations on the front line.
We ensure that there is a collective and flat decision making process
throughout our operations. In cases of significant operational changes,
we set a meeting with all concerned stakeholders to engage them in the
decision making process and set an appropriate timeline and plan for
these changes.
Although Aramex does not have any agreements for formal collective
bargaining or agreements with trade unions, we do not employ any
policy that prohibits or restricts freedom of association, collective
bargaining, or membership to labor unions. This policy is extended to all
our employees and our suppliers.

Aramex Innovation Center:
Red Lab
The Aramex Innovation center: Red Lab continues to provide a platform,
resources and support for innovation within Aramex. Red Lab is our first onthe-ground innovation program, launched in 2014 with the aim of leveraging
our collective resources to bring new ideas to life. Red Lab provides ideas
that are submitted through Idea Scale, and innovation management
platform, and resources for incubation, mentorship and testing. Once an idea
from an employee graduates from Red Lab and passes testing, it goes into
development with the related business function.

In 2015:

Where available and applicable, our employees have joined labor unions
related to their respective profession. For example, in Jordan, all of our
engineers and lawyers are part of their respective unions. In Bahrain, the
employee-founded labor union is still functional whilst in South Africa,
30% of our employees are currently part of their respective unions.

Engaging Our People
Engaging with our employees is vital to our operations and success. We
ensure open and active communication between all of our employees
through several channels, including team meetings, our internal intranet
and instant messaging systems. We began utilizing the Facebook@Work
platform to share updates and activity information across the network this platform also allows employees themselves to share with the global
network, or specific groups. We strive to ensure that all of our employees
are connected through viable means of communication; for example,
our ground couriers are all equipped with mobile phones and handheld
scanners that are connected to our shipping management system.

(G4-LA4) (G4-HR4)
CONTENTS
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Training Our People
On the job training and development is an integral part of our employees’
empowerment, enabling them to lead in their positions and careers.
Aramex’s Corporate University is driven by our commitment to
continuous learning and development.
As mandated by our HR policy, each employee receives a comprehensive
annual performance evaluation, during which their performance is
evaluated, key strengths and challenges are identified and, according to
the evaluation, an inclusive training plan is set for the coming year.
In 2015 the Corporate University continued to migrate to a 70:20:10
model and its utilization of blended methods as well as a range of
delivery channels in Learning and Development. In-house internal
sessions became more common and on-the-job practical training grew
to become more focused - especially during the induction training
phase of our Ground Couriers. Through a variety of mechanisms, the
strategic learning framework model takes into consideration that 70% of
development occurs on-the-job (where learning is rapidly applied to real
life), 20% of learning comes from coaching and mentoring and 10% is
derived from formal structured training (Theoretical).

Institute of Leadership
& Management (ILM)
and City & Guilds - UK:
This year Aramex achieved landmark accomplishments, proudly receiving
two international recognitions. The first recognition was becoming
an approved center for the Institute of Leadership and Management
(ILM) and the second by officially becoming a City and Guilds of London
Institute (City & Guilds) Approved Training Centre. Different satellite
centers are now approved to deliver qualifications in Bahrain, Kuwait,
Oman, Qatar, Saudi Arabia, Jordan, Egypt, South Africa and the United
Arab Emirates. Learners registering through these satellite centers
will gain automatic membership to the institute and will be able to
progress through higher levels of qualifications. As an ILM-City and Guilds
approved center, Aramex will be recognized for providing its employees
with the very best in qualification quality and professional development,
helping to drive up standards of leadership and management and
improve individual and team performance.

Academies
In 2015, we had training coverage of 79%
of all our employees.

Global Training Team / Alignment:
Aramex created and trained a global team of highly effective training
managers with the sole purpose of continuously embedding a learning
culture throughout the organization and remaining fully aligned with
Corporate University’s global learning strategy. In addition to upskilling
our existing trainers in their regions, we are emphasizing strategic
thinking, with the aim of increasing employee training coverage through
our respective annual training plans.

Different regional academies were established across the network. These
topic-specific career progression/development programs fall under the
Corporate University. Its primary purpose is to translate the global learning
strategy to region specific training initiatives, making them more relevant
for our employees’ careers. A one-year development program for sales
named “Sales Academy”, with a mission to build “a world class foundation
for a successful sales career”, was launched in Egypt, United Arab Emirates
and South Africa. Another two-year Ground Couriers Development Program
(GDP) was launched in Egypt, covering more than 450 participants aiming
to enhance both their technical and soft skills.

(G4-LA9) (G4-LA10) (G4-SO4)
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Global Leadership Development
Program (LDP)
Our intense and unique Leadership Development Program continued
to grow and include leaders from the network such as the United Arab
Emirates and South Africa in addition to a new cohort from Egypt. This
year, the program targeted a total of 190 talented leaders who came
together to build upon the skills needed to complete their two-year
progressive leadership projects. It is anticipated that by mid-2016 there
will be a total of 250 leaders from the network participating as part of LDP.
A collaboration of the LDP mentors’ panel in Egypt has developed an
effective strategic event to align the objectives of a selected group of
participants with Aramex’s Global Strategy for 2016. Through this “STAR”
initiative, the LDP panel is seeking to tap into the experience of rising stars
with a solid track record of achievement in the Leadership Development
Program, and to stretch their skills where they can make an even greater
leadership impact than they did in previous phases of the program.

specified in the UN Global Compact (UNGC). All of our security personnel
have received special training on Aramex policies and procedures,
including those related to human and labor rights.
We have a reporting structure for all grievances and a grievance
committee in each office, allowing us to follow up on any reports related
to human or labor rights. We run periodic audits of Aramex facilities
according to Social Accountability 8000 guidelines to ensure that all
of the correct procedures and policies are followed. Action plans are
developed for each station, and are followed up by our Human Resources
and Sustainability teams. No incidents or cases of discrimination,
harassment or human rights or labor violations were reported across our
network in 2015.

Recruiting Our People
Including Learning Technologies
(Virtual Classrooms and Webinars)
Corporate University continued to work collaboratively across the
organization to ensure that business needs are met and that its programs
are effective and timely. Capitalizing on the capabilities and knowledge of
its experienced people, Aramex is developing training content to include
later in advanced online platforms for e-learning and blended learning
programs. Our programs will be evolving and we will continue to build
the professional competencies needed for the leaders of tomorrow in an
organization that is built to last.

Our work environment
We pride ourselves on providing a safe and empowering environment for
our employees and ensuring that no human or labor rights violations are
taking place on our premises or across our supply chain. Our personnel
policies, structures and activities are governed by principles and
regulations of the United Nation’s International Labor Organization (ILO)
and the UN Convention on Human Rights. We abide by all national and
international human rights, labor laws and regulations, including those

Our success is closely tied to that of our people. Therefore, we make
sure that we recruit talented individuals and appoint the right people to
the right jobs so that they are able to flourish in their positions.
Our recruitment process is based on meritocracy, qualifications and
ongoing assessment, and an inclusive interview process.
Our well defined recruitment structure helps attract and maintain the
best talent, while also reducing recruitment related costs.
In cases when we utilize recruitment agencies, we ensure that
their selection criteria are based on the candidate’s qualifications
and experience, and that they adhere to the International Labor
Organization’s (ILO) guidelines in order to guarantee equal opportunities
for all. Our remuneration packages are determined solely by
qualifications and we ensure that our male and female employees
are entitled to equal compensation packages. These policies are
implemented across different managerial and departmental levels
throughout the organization.

(G4-LA10) (G4-LA16) (G4-HR9)
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Our People (continued)
The Health, Safety
and Security of Our People
Aramex has prevailed in maintaining the Security and Safety standards
for 2015 and had no non–compliance issues raised from external audits or
by suppliers.
Our vehicular standards have been the highest recorded, the GPS control
room and the journey management process has indicated this based on
statistics received. We had a major increase in tracking and monitoring
of movement of Oil and Gas vehicles, and pre-trip inspections and results
reviewed showed that both training and standards implemented during
2015 to date have been effective. We are in the process of enhancing our
vehicle tracking and currently in negotiations to acquire more advanced
GPS devices.
The team is now being tasked to go fully Regional and to monitor on
24/7/365 basis. All vehicles will be equipped with GPS for the Middle
East Region. We will also include Land Freight – high value vehicles for
monitoring in this process.
As indicated during last year’s report we have concluded expanding the HSE
Management team with the appointment of a Regional HSE Manager for the
Oil and Gas sector of Aramex. The stations handling the movement of ONG
shipments have also expanded their HSE teams and dedicated specifically
trained professionals just to handle the HSE side of the business.
Aramex has embarked on independent Risks Assessments conducted by
external companies for major facilities. This has assisted in identifying
certain improvements which have been concluded during the timeframe
set for rectification by the appointed company. This approach will be
rolled out to other stations in 2016.
Aramex will launch HSE training utilizing e-learning platforms in 2016.
We had major facilities TAPA (Transport Asset Protection Association)
Certifications renewed for the period of 2015-2018, including our Jordan,
Bahrain, Dhahran, Beirut, Dubai, Riyadh and Amsterdam facilities. Two
members have also been trained on TAPA Auditing Class C, thus enabling
them to certify smaller facilities on the standards. Having even smaller
based units certified to international security and safety standards is a
new approach from TAPA.

The European Union stipulated that air cargo destined for the EU must
be transported through an EU Validated Supply chain. This required air
carriers transporting cargo into or through the EU must have an ACC3
designation for their Last Point of Departure to the EU. Aramex therefore
invested in the security equipment as well as the team members
required to be in place for this validation, and proceeded to validate its
HUB in Dubai in conjunction with Dubai Customs and Civil Aviation. As a
forwarding agent, we have successfully been validated (RA3) and assisted
the ground handling agent in Dubai to receive ACC3 required certification.
This certification is valid until 2019.
We are also bolstering our security efforts by utilizing surveillance and
state of the art CCT and security systems in some of our hubs, with plans
to expand on this in the coming years.
Aramex has also had numerous successes with regards to blocking the
forwarding of contraband shipments during the past year. We work closely
with the Narcotic Branches of each government where we operate.

(G4-LA5)
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Our People (continued)
Total Number of Fatalities including non-occupational related

Total Number of Lost time injuries

Total Number of days lost

5

108

2142

Total number of incidents resulted in minor or no injuries

794

Total number of incidents resulted in injuries

164

Total number of incidents

958

Total Number of shipments

52,896,424

Total Number of employees

13,860

Total number of working days

Total number of man hours worked

Total number of vehicle related incidents resulted in minor or no injuries

267

29,604,960

717

Total Number of Vehicle related incidents resulted in injuries

74

Total Number of Vehicle related incidents resulted in Lost time injuries

70

Total number of vehicle related incidents

Total number of days lost due to vehicle incidents

791

1525

(G4-LA6)
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Our People (continued)
Total number of WH & Office related incidents resulted in minor or no injuries

77

Total Number of WH & Office related incidents resulted in injuries

90

Total Number of WH & Office related incidents resulted in Lost time injuries

38

Total number of WH & Office related incidents

167

Total number of days lost due to WH & Office related incidents

617

Health and Safety Indicators

Lost time Injury Frequency rate (LTIFR)

3.65

Aramex experienced 3.65 LTIs for every 1,000,000 hours worked over the past year

Lost time Injury Incident rate (LTIIR)

0.78

Aramex experienced 0.78 LTI's per hundred employees

19.83

On an average each LTI resulted in 19.83 days off work

Severity Rate (SR)

Lost time injury Rate (LTIR)

0.73

For every 100 employees, 0.73 employees has been involved in LTI

Vehicle related Lost days rate (LDR)

28.83

Aramex experienced 29.83 vehicle related Lost days per million shipments

WH & Office related Lost days rate (LDR)

11.66

Aramex experienced 11.66 WH & Office related lost days per million shipments

Lost days rate (LDR)

40.49

Aramex experienced 40.49 lost days per million shipments

Accidents per million shipments

18.11

Aramex experienced 18.07 accidents per million shipments

This year we regret to report five fatalities from across our global
network. All five of the fatalities occurred on the road. After extensive
investigation, three of the accidents were caused by other drivers on
the road, two of which happened outside of working hours. Details on

We are actively conducting safe driving training and bolstering our health
and safety measures to ensure that we do not have any accidents.

the location and gender of these fatalities can be found in the Appendix
page 114.

(G4-LA6)
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Our Customers
We are committed to engaging fully and partnering with
our customers in order to continue delivering high quality
services and innovative products. We continue to invest in
streamlining our processes, feedback channels, and service
response to any customer concerns.

We also respect all international and national embargo regulations, and
adhere to those regulations. Since we are a service-based company, we do
not sell any products. However, we employ strict policies to ensure that we
do not transport banned or disputed products- our controls include training
given to employees, as well as verification of shipment content.

Our customers are key stakeholders. We uphold a customerfocused culture in our transactions, aiming to go above and
beyond expectations of quality of service.

In order to guarantee customer satisfaction, we employ several practices
to gather customer feedback through different channels, including:
• Websites (aramex.com/ShopandShip.com).

At Aramex, our policies, regulations and training are
designed to ensure that our employees act ethically and
in accordance with customer expectations, maintaining
professionalism, ensuring confidentiality and privacy of all
related communications and information, while supporting
and accommodating customer needs.

• The Contact Center.
• REACH system.
• Sales Teams.

We continually employ information security measures, along
with a comprehensive code of conduct, to safeguard our
customers’ privacy and information. Our strict adherence to
these policies ensured that we did not receive any complaints in
2015 related to protection of our customers’ private information.

• Retail Outlets.

These efforts result in a deeper customer trust in our brand,
and have enabled us to limit advertising for our services
and focus more on direct interactions with customers and
prospects. However, in cases where we have advertised, we
have made sure that we complied with local and international
laws relating to any marketing activity, and as a result have
not faced any related non-compliance issues this year.
Moreover, in 2015 we did not receive any fines, monetary
or otherwise, for non-compliance with laws and regulations
concerning the provision and use of products and services.

Aramex Solution Center

• Social Media Channels.

We are continually working and improving on the Aramex Solution
Center. Launched in 2013, this provides us with expertise, research and
development to better serve our clients. This includes expanding our
knowledge in each sector in which we operate, while building on our
Research and Development capabilities.

Aramex is committed to complying with applicable import and
export control laws and regulations involving the countries
in which we do business. We submit accurate and complete
import declarations to government authorities. We also use
the utmost care in ensuring our compliance with import
regulations regarding designated importer of record, import
tariff classification, valuation, origin, duties and import tax
payment, payment to the supplier, duty preference programs,
temporary imports, bonded warehouse, duty drawback
programs, and other factors that impact upon our activities.

(G4-PR5) (G4-PR8) (G4-PR9) (G4-PR7)
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Our Customers (continued)
Aramex Bio

E-Commerce

Aramex Bio is a complete door-to-door solution for the
healthcare sector. The service offers delivery of time- and
temperature-sensitive clinical and medical samples using
special packaging to preserve their quality and integrity.

Aramex fulfills the need for a quality global transportation provider
who can offer flexible solutions for e-commerce businesses. We have
developed comprehensive and customized e-commerce solutions to
fulfill different business needs, covering a wide range of services from
importing goods to goods delivery, Cash on Delivery Service, return
service, warehousing and ordering processing and clearance service.
Aramex is proactive in managing e-commerce business and promptly
resolves service discrepancies if and when they occur.

Aramex Bio is designed to meet the local and global shipping
needs of pharmaceutical companies, research centers,
laboratories and hospitals that transport biological specimens
and pharmaceutical materials by sending blood samples,
human fluids, vaccinations and medications under maintained
temperatures.
Temperature control during shipping is critical to prevent
any damage to the biological specimens or pharmaceutical
materials. In order to resolve this challenge, Aramex Bio
utilizes temperature-controlled boxes and cooling packs to
maintain the required temperature from pickup to delivery.
Aramex Bio caters for the following temperature ranges: Cold
(2-8 Celsius Degrees), Controlled Ambient (15-25 Celsius
Degrees) and freezing (below zero).
Aramex offers a Direct-to-Patient delivery solution to patients
who are on a scheduled medication and to pharmacies
that sell medications online. Aramex Bio has expanded
dramatically in the Clinical Trials field and has partnered with
several courier companies who specialize in this sector in
Europe and USA to provide hospitals and laboratories with an
excellent service regarding their sensitive shipments.
Aramex Bio complies with IATA international regulations for
both infectious and non-hazardous contents and is certified
by BSI, ISO 9001, ISO 14001 and OHSAS 18001.

Our e-commerce solutions enable businesses to sell their products,
conveniently and reliably online while understanding the needs of local
markets. The features that differentiate our e-commerce solutions from
others include:
• Flexible solutions to satisfy customer needs.
• Competitive e-commerce rates.
• Electronic Data Interchange (EDI) to enable integration between
e-commerce applications and Aramex systems.
• Global and national coverage, delivering to both business and
residential addresses.
We offer businesses fully functional and scalable e-commerce site
development. Through our technology partners, customers can set
up an online store swiftly and economically. Clients can design their
storefronts, update online catalogues, manage orders and payments
securely and, with Aramex, ship products on time to their customers.
We deliver their products around the world at competitive rates, offer
payment and fulfillment gateways and also help in outsourcing customer
service through several contact centers around the globe.
Furthermore, Aramex has also covered all stages of the supply chain
– from the moment inventory leaves suppliers or factories, until the
moment it reaches retailers or end customers. Our end-to-end supply
chain and logistics solutions efficiently manage the transfer of products
and information between suppliers and customers, allowing companies
to focus on their core business.
Our consolidation centers and hubs across our network ensure that we
respond to the increasing need for shipping and logistics in an efficient
and environmentally friendly manner. By consolidating shipments, we
reduce the number of trips while delivering to our customers on time.
.
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Our Customers (continued)
Import Express
Import Express service has continued its solid growth
throughout 2015.
A totally new and enhanced Import Express system will be
launched in the first quarter of 2016. The main focus is on
simplifying our procedures and creating an online platform for
our customers and their suppliers to communicate efficiently.
This, along with enhancing our procedures, should reduce
transit times, increase flexibility and put our customers in
charge of their imports.

E-Tools
For faster, easier and more accurate processing, we offer
smart IT solutions that allow for integration between
customers’ systems and our operations:
a.) ClickToShip is a free desktop application that enables
customers to manage their shipping needs offline. For a
regular Aramex customer, ClickToShip automates shipment
preparation, pick-up requests, calculating shipping rates,
shipment tracking and managing shipping addresses.
ClickToShip helps customers handle and manage bulk shipping.
b.) aramex.com offers many features to help customers manage
their shipping online. It allows preparing and printing of shipment
labels and allows the customer to state the cash on delivery
amount to be collected. When customers use aramex.com to
prepare shipments, commercial invoices are automatically
generated to speed customs clearance process at destinations.
“myaramex” on aramex.com allows customers to:
• Track orders and see any orders with discrepancies
(orders held at customs, bad address, etc.)
• Calculate shipping rates
• Access automated reports

aramex.com offers customers and their shoppers’ online tracking
experience for their orders in five languages: English, Arabic, French,
Turkish and Chinese.
c.) Integration Tools: In technical language, Aramex offers Electronic
Data Interchange (EDI) and Application Programming Interface (API)
tools to integrate a customer’s site with Aramex’s online InfoAXS site.
These tools – which work in the background and in real time – process
input information and produce an output.
These tools include:
• Shipping Charges Calculator: This tool calculates the shipping
charges when orders are placed.
• Shipment Information Creator: When an order is placed, this tool
transforms orders into shipments on InfoAXS automatically and
returns Aramex shipment number.
• Shipments Tracking: This tool gives back the latest update on any
order placed with Aramex.
Aramex is privy to private or confidential information concerning clients,
be it commercial or personal. Aramex employees pledge not to allow
clients’ information to be divulged or otherwise compromised, directly
or indirectly, knowingly or negligently. Leaders and managers are
responsible for ensuring that conditions are in place to protect customer
confidentiality.

Supporting Entrepreneurs and SMEs
We continue to work closely with startups and SMEs across our network
and actively participate in events and conferences focusing on this
sector. Our customer management teams actively reach out to these
companies in an effort to accommodate their shipping needs in addition
to facilitating customized business training with the support of our
global partners. For more information on our work with Entrepreneurs and
SMEs, please refer to the Aramex and InfoFort SME program on Page 47.

• View Aramex invoices and balance due
• Order shipping supplies
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Our Customers (continued)
Expanding into Africa

Social Media

Aramex has grown in Africa both in terms of volume and
experience. We are now serving customers with a much
stronger network, connected to more countries and different
partners. As part of our expansion, we make sure that we
create and maintain local job opportunities and invest in the
communities into which we are expanding.

The year 2015 saw a further increase in Social Media traffic and
customers are now relying on Social Media channels for continuous
support. The number of queries the Social Media team received in 2015
has doubled compared to 2014. The Social Media team grew in size by
50% in 2015 in response to the growing traffic.

Customs information

As Social Media has matured into a Customer Service Channel at
Aramex, the team is now looking at coordinating it with other contact
channels at Aramex, including the Call Center and Live Chat, in an effort
to create a seamless experience for the customer across all of the
different contact points.

Our Customs Information Center is designed to take the
complexity out of the customs process. We are continuing to
grow our center by actively engaging with concerned internal
teams in each country and by maintaining our relationship
with customs authorities around the world. Regular updates
are made to ensure our Customs Information Center is up
to date and provides sufficient information about shipping
terminologies, guidelines, duties/taxes and documents
required for our customers to move their goods seamlessly
across international borders. This comes as part of our
continual efforts to ensure compliance across our operations
and supply chain.
We continue to support our customers by providing them
with an option, via aramex.com, to contact a local customs
expert who can offer support and guidance on customs
clearance regulations.

Sales and Tenders Support

Points of Sale

Our expert tenders support team provides comprehensive
tender documentation groundwork and analysis, and helps
ensure an accurate tender procedure to prepare and negotiate
all project bids and complete a successful tender phase.

We continue to deploy automated points of sale in retail outlets
and stations to speed up services for our customers, and using a
computerized system to prepare and receive shipments has resulted in
reduced serving times.

Our goal is to help Aramex stations on local and global levels
to win more business, aiming to support world-class winning
tenders that are consistently aligned to our customers’ real
needs and thereby differentiating us from our competitors.

In 2015, POS deployment expanded further in major locations in Levant,
GCC, and reached India and North Africa, covering in total 22 retail
outlets and stations in addition to the 45 locations covered in 2014.

These services include the creation of accurate tender
documentation and performance requirements, ensuring
adherence to quality and regulatory compliance standards and
supporting with RFIs and Due Diligence questionnaires in order
for Aramex to be an approved vendor.

CONTENTS

Shipments that are processed using the POS ensure a faster and a
smoother customer interaction. Therefore, a new performance index for
the outlets was introduced measuring the percentage of inbound and
outbound shipments that have been prepared using the POS.
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Our Customers (continued)
Customer Flow Management

Global Case System

Systematic and continuous supervision of customer flow and
traffic at retail outlets continued to be one of the focal points of
customer experience management for Aramex in 2015. Serving
and waiting times, as well as traffic, have been consistently
monitored and reviewed, to ensure a smooth customer
experience, as well as anticipating trends and traffic.

Our GCS (Global Case System) is implemented across most of our network
to further facilitate our customer feedback and response capabilities.
The system is used to handle internal and external communication
related to customer service. In reality, GCS has become our customer
service index, indicating how well and efficiently our stations are
responding to customers’ requests. We have added new performance
indicators in 2015, quantifying the efficiency of handling the requests
from the beginning and providing quality measures of customer
communications.

Customer traffic and trends were utilized to calculate the
personnel needed for new or expanding outlets. Simulation
models were designed, inputting the trends and traffic
available in current similar outlets to provide a reliable output.
In our continuous drive to enhance customer flow in our
outlets, a new queuing system was deployed in Oman and
various locations in the GCC. This system contributed to
improvements in service delivery by reducing customer
waiting times and idle time in service transactions. It also
enabled online access and real time processing of customer
flow data.
For retail outlets with high traffic, the system streamlines
communication with back office operations through a
ticketing system, which has a significant impact on reducing
the service and waiting times as well as increasing the
efficiency of all transactions.
More locations will be implementing this new system by 2016.

Contact center
2015 witnessed the success of the main strategic contact
center project - the launch of the regional internal outsourcing
center in Amman. Moreover, our state-of-the-art telephone
system has been implemented across our global network,
allowing us to leverage our service standards on every inbound
and outbound contact. This year, customer experience
training was introduced across our network. This training was
developed internally to maximize incoming employees’ skills
related to critical customer service situations by sharing,
analyzing and simulating actual historical situations from our
industry. Furthermore, as a result of our efforts, Aramex won
the best industry contact center – Middle East for the year
2015 by insights.

CONTENTS

GCS integration is ongoing with different systems and portals within
Aramex, especially in areas where it was not possible to measure or
quantify performance prior to GCS. To increase response efficiency,
we continue to develop certain e-mail groups into customized service
desks for different teams to capture customers’ enquiries and issues,
and quantify and plan for traffic and trends. In 2015, a specialized
service desk was launched in KSA and UAE which aims to cater for urgent
customer requests and issues as well as providing fast response and
longer coverage of support hours.

Customer Service Training
We continued to provide customer service training for our frontline
employees, including our call center staff, customer management teams,
and customer service teams. We conducted training for more than 2930
employees across our network in 2015, honing their basic customer service,
communication, telephone handling, and time management skills.
New interactive customer service training material has been developed
specifically for retail outlet agents, designed to empower them and enable
them to cope with challenging situations.
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Our Customers (continued)
Customer Satisfaction
We value customer feedback, and believe it is paramount to
improving services and processes. Accordingly, in 2015, we
continued to expand the coverage of surveyed customers
and completed phone surveys in Jordan, Qatar and Saudi
Arabia (Riyadh and Jeddah), Kuwait, United Arab Emirates
(Abu Dhabi) and Bahrain. We will be extending this practice to
other locations in 2016, including Dhahran and Dubai.

Achieving the International Standard for Service Excellence was the result
of a dedicated team effort. This certification is of significant importance
to Aramex, and reaffirms our commitment to service excellence and
quantified customer service in general. We are pleased to be the first
logistics company in the Middle East and Africa to be certified, and we
will continue to set ambitious goals and benchmark with international
standards in the coming period. To this end, Aramex Riyadh and Bahrain
are completed, Kuwait, Jeddah and DXB in the pipeline.

These surveys focused on measuring customer satisfaction in
terms of various delivery channels, targeting Shop and Ship,
B2B and B2C customers. The results indicated positive levels
of satisfaction across the board. Some areas for improvement
were identified, and action plans set and implemented across
different channels.
Surveying and eliciting customer feedback is a practice
Aramex is perpetuating and developing through different
customer service channels, As a result, a new surveying
mechanism was developed in 2015, designed to capture
direct customer feedback through SMS targeting walk-in
customers at retail outlets, and has been piloted in both
Jordan and United Arab Emirates (Dubai). We will continue to
expand deployment of SMS customer surveys in 2016 to cover
major locations in Levant and GCC.

Customer Service Certificates
Early in 2014, Aramex Jordan achieved the highest marking
in The International Standard for Service Excellence (TISSE)
assessment, a certification developed by The International
Customer Service Institute (TICSI) in the UK. In 2015, Aramex
Jordan has renewed this certification and other Aramex
stations have followed in their footsteps, including Aramex
Qatar and Abu Dhabi.
TISSE encompasses a set of practical customer service
guidelines that assist organizations in focusing their
attention on ‘the customer’ throughout the delivery
process, while providing recognition of success through an
independent third party certification scheme by the British
Standards Institution (BSI).

CONTENTS
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Our Customers (continued)
Mystery Shopping
We have continued to perform Mystery Shopping on retail outlets
and contact centers by engaging mystery shoppers of different
backgrounds, genders and age groups. Shoppers were trained
and provided with different tools and materials, and tasked to
visit locations in Jordan, Doha (Qatar), Saudi Arabia (Riyadh &
Jeddah), Kuwait, Bahrain and United Arab Emirates (Abu Dhabi).
Mystery shopping has become an established practice in regular
station reviews, and is considered a powerful tool for visualizing
the experience from the customer’s point of view and capturing
feedback, as well as providing a great opportunity to enhance
and improve processes and customer journeys.

Customer retention
We are proactive in our recruitment of new customers, while
ensuring the retention of our existing customer base. The
below graph outlines our customer retention figures for 2015:

Number of Years using Aramex

Criteria

Customers

% of customers 2015

6

Started during or Before 2010

27,997

31%

5

Started during 2011

7,876

9%

4

Started during 2012

7,984

9%

3

Started during 2013

10,317

11%

2

Started during 2014

20,355

22%

1

Started during 2015

16,833

18%

(G4-PR5)
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Sustainability
Sustainability is an integral part of our business model,
operations and corporate culture.
We aim for our sustainability strategy to be inclusive, long
term and impactful. Our sustainability strategy revolves
around 3 main pillars:
1) Youth Education and Empowerment,
2) Entrepreneurship,
3) Our Environmental Commitments.

We aim to leverage our experience in sustainability to support
corporates and organizations in integrating sustainability in
their operations, and to advocate for it. Moreover, through our
Active Citizens Program, we aim to engage our employees in
our sustainability activities, encouraging community service
and volunteering.

We work closely with our communities. Our sustainability projects focus on
community engagement and are shaped by the communities’ needs and
informed by community participation.
We believe in working side by side with key partners in our communities,
investing in the community, shying away from philanthropic or donor-led
relationships. We view programs and activities as active exchanges with
the society, guided by effective communication, strategic partnerships
and the involvement of our employees.
In 2015, we had 53,000+ direct beneficiaries of our
sustainability programs.

We are committed to spending a minimum of 1% of our pre-tax profit on
social projects, excluding environmental investment and expenditure.
In 2015, we once again exceeded this goal and spent 1.35% of pre-tax
profit on our sustainability programs.

(G4-15) (G4-16) (G4-EC2) (G4-SO1)(G4-EN31)
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Sustainability (continued)
Sustainability Impact at a Glance

(G4-SO1) (G4-EN6)
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Sustainability (continued)
Community Engagement

Ruwwad Al-Tanmeya

We work closely with our communities through different
programs and channels.

We continually support Ruwwad Al-Tanmeya in all four of the countries
in which the organization is present.

Community engagement is part of each of our sustainability
projects, whether through direct engagement or through our
employees’ community service efforts. Direct engagement
includes working with communities on youth education and
empowerment, entrepreneurial projects and providing access
to training and capacity building.

Ruwwad Al-Tanmeya is a non-profit community development organization
that works with disenfranchised communities through education, youth
volunteerism and grassroots organizing. Our approach encompasses an
array of programs and initiatives that, together, strengthen the agency and
facilitate redress to problems prioritized by members of the community.

We make sure that members of the community and civic
society are included in planning and executing all of our
projects and programs, in order to ensure that they reach the
largest number of beneficiaries.
In 2015, our programs reached 13,690+
community beneficiaries.

Three main programs anchor Ruwwad: Child Development, Youth
Organizing and Community Support.
Ruwwad is the brainchild of Fadi Ghandour, serial entrepreneur and
founder of Aramex International. Fadi is a strong advocate of a more
public-spirited and decisive presence for the Arab private sector in the
sustainable development of the region. In 2005, Fadi mobilized Aramex
and brought together a group of likeminded businessmen with the
singular aim of deploying entrepreneurship - talent, resources and skills
- in the service of community and to help tackle, however modestly, the
inequities that pervade the Arab world.
By sheer virtue of its aspirations, Ruwwad embraces pluralism and insists
on respect for diversity. Our team’s working framework is activist and
participatory, in method and as a matter of principle.
In practice, Ruwwad’s is a continuous conversation with the
communities’ various constituencies, as much to invite freewheeling
expression and critical thinking as it is to disrupt the status quo and its
entrenched interests.
To find out more about Ruwwad
please visit http://ruwwad.net/

We actively engage with Ruwwad in its different programs. Our
employees volunteer with different community, child and youth
programs, as part of our partnership with Ruwwad and our Active
Citizens Program.

CONTENTS
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Sustainability (continued)
Women Empowerment
Investment in women has a transformative impact on
society. Women, when given the opportunity, excel whether as entrepreneurs, educators, community leaders or
employees. Therefore, we believe in working with women
to empower them by giving them access to the tools and
resources they need for their advancement. As a result, our
programs have a strong focus on women empowerment from engaging mothers in our youth programs and training
female entrepreneurs - to supporting women students.
We witness the value added by women in each community
program we have run.
In 2015, Aramex, in partnership with ICDL Arabia and Tanmia
(The National HR Development and Employment Authority),
launched a three year program to support and train 150
Emirati women (Job seekers and entrepreneurs) on ICT skills
to acquire the ICDL certification. Equipped with essential
digital and social media skills, the candidates will be able

CONTENTS

to access more employment opportunities or start their own ventures.
Aramex will be supporting job seekers through job shadowing activities.
For women starting their own businesses, support will be offered through
enrollment in the Aramex and InfoFort SME program which will offer them
support, access to mentorship, services and training.
Through our partnership with the Slums Information and Development
Resource Center (SIDAREC) in Kenya, we supported the mothers of our
students, who are receiving our scholarships, and part of our education and
empowerment programs, to start their own businesses through the creation
of a revolving fund. Women were trained in different business skills, to help
them secure alternative sources of income. We are now working to expand
the program to Tanzania with the support of local partners.
In 2015 we worked with 484 women, on education,
empowerment and entrepreneurship programs.
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Youth Education
and Empowerment
We recognize the latent potential that our youth hold to
influence and shape their realities. We see immense value in
investing in our youth, to help them access the tools, skills
and guidance to carve out their own paths and play a vital
role in their communities, surroundings and economy. Our
work with Youth Education and Empowerment is a pillar of
our sustainability.
In 2015, we continued to work closely with youth
organizations and universities on education, empowerment
and employability.
Our programs are designed to address the needs of the
local community and the young. Our programs aim to create
long term sustainable partnerships with local, regional and
international institutions and to create value for our youth
through access to scholarships, educational support, training,
mentorship and employability skills and opportunities.
1897 students benefitted from our Youth
Education and Empowerment Programs.

We continue to work with The Bonnah Educational Fund
in Tanzania, providing assistance for students to attend
secondary schools, while also supporting and training their
parents to find economic opportunity and thereby enabling
the children to remain in school and continue their education.

Aramex Internship Programs
We see the value that internships add to youth empowerment and
the opportunities they provide. Therefore, we work with different
institutions to provide internships for students and recent graduates
across our network, giving them the opportunity to develop their real
world skills and capabilities.
These programs allow youth to explore different aspects of the industry
- gaining experience, growing their network, becoming more competitive
in their fields and better equipped to make informed decisions about
their career paths. This gives us access to a pool of eligible candidates
who have already been through our training programs and have learned
about our industry and operations. Working closely with the young and
identifying their talents and skills also allows us to identify the best
candidates to hire full time. Our program encourages our interns to come
up with their own initiatives and projects related to their field, and we
work with them to identify areas of common collaboration, motivating
them to take ownership of their experience.
We continue to engage with Restless Development, International Youth
Foundation and Vocational Educations and Training Association in
different locations in East Africa. Through these partnerships we support,
train and offer internships to students and recent graduates. Many of our
interns have been hired full time upon completion of their internships.
Across our global locations, we had 473 internships in
various departments, ranging from HR to Operations, IT,
Logistics and Sustainability.
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Sustainability (continued)
Arab Innovation Network

Injaz Expand Your Horizon

In 2015, we continued to work with the Arab Innovation
Network in supporting their Annual Conference (AINAC).
This year, The Aramex Innovation Lab presented a group of
students with a particular challenge - the team with the most
innovative solution has been selected and in 2016 will be
incubated at Aramex in order to work on their solution.

INJAZ Al-Arab (INJAZ) is a non-profit organization that promotes youth
education and training in the Arab World under three pillars: workforce
readiness, financial literacy and entrepreneurship.
We have a long-standing regional partnership with INJAZ whereby we
provide direct support - our employees actively volunteer to train and
mentor the youth.
This year we partnered with INJAZ on their Expand Your Horizon (EYH)
Program, aimed at tackling unemployment in the MENA region. EYH
aims to help youth in the region access jobs in key industries within the
private sector. By offering internships to youth through EYH, they are
given a chance to get to know our industry and what skills are required
for employment in this field. They are also getting the opportunity to
enrich their experience and are then more competitive in their fields.

CONTENTS
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Sustainability (continued)
Scholar Spotlight
CHRISTINE MAGEMBE
BACHELOR OF RECORDS AND ARCHIVES MANAGEMENT

WAMANGA PETER
DIPLOMA COMPUTER REPAIR & MAINTENANCE

“I have experienced a lot of things - especially with regard
to my community work at Masooli Primary School. This has
changed my life, from getting used to handling children,
understanding their likes and dislikes and knowing how to
take care of them. Besides that, this foundation has built my
confidence in self-expression. All thanks to Aramex through
the Nnabagereka Development Foundation.”

“I have volunteered with Restless Development Uganda on the
dance4life program for three years now. Every time I participate in field
work I meet over 1000 young people. This experience has helped me
gain the confidence to address big crowds of young people, discuss the
challenges they encounter in life, listening and giving feedback plus
helping them overcome sexual reproductive health challenges . Thanks
to Aramex, I can now study IT maintenance and open an IT company in
my home area in Jinja.”

“In conclusion, I would send my great regards to Aramex
through the Nabagereka development Fund for the great
sponsorship that I was given. Thank you very much and may
the good Lord grant you abundantly.”

Ahmad AlhashlamounMecatronics Engineering
I worked as a trainer by providing scholarships in exchange
for community service, offering academic education and
social development through special programs for children
and teenagers.
I work at Xtralis Company as a design engineer in low
current systems. Ruwwad has had a large impact on my life
and my way of thinking through multi programs and key
learning experiences. It’s hard to express the profound effect
Ruwwad has had on my life and in how many ways it has
helped me develop my skills over the last four years.

CONTENTS

Sana’ Zamil- Architectural
Engineering and Building Systems
I started with Ruwwad in 2013 and volunteered in the IT department
until I graduated. Since then I have been an intern in monitoring and
evaluation in the IT department.
I’m one of the Ruwwad Alumni Club coordinators. I’m also starting my
own business with four others (also from Ruwwad and in partnership with
Action Aid organization).
Ruwwad is not just that place that helped me financially to pursue my
dream of becoming an Architectural Engineer - it’s also where I have
met and continue to meet people who inspire me in so many ways. Every
day and moment I spend there is full of learning, laughter, making new
friends, giving and love. I hope to contribute more and more and to do
new things that can help make the world a better place.
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Entrepreneurship 2015
Entrepreneurship remains a prime focus of Aramex. Stemming
from our entrepreneurial roots, we aim to leverage our
operations, network and expertise to support startups
across our network. To us, entrepreneurship is a mindset;
a set of skills that are leveraged to address the challenges
we face. Above all, entrepreneurship is about creating value
and solutions, innovating business models and processes,
generating new jobs and new wealth, and expanding markets.
We continually support entrepreneurs and startups through
different channels and in different capacities.
In 2015, we supported 2132 startups
and entrepreneurs.

We have a dynamic relationship with our entrepreneurs
and SMEs. We actively engage with them, customizing our
services to suit their needs, leveraging our network to help
their expansion, sharing our expertise and finding common
business development opportunities and partnerships.
Our procurement policies continue to favor local startups
and SMEs, with the goal of encouraging and supporting
these businesses.

CONTENTS

The Aramex and InfoFort SME program aims to provide entrepreneurs
with commercial training and mentorship and sustainability support.
We are in a position to provide valuable logistics services and expertise
to startups in the region. Therefore, the program offers startups and
SMEs commercial services at a preferential rate, along with access to
our expertise. Entrepreneurs are able to access mentors to gain insights
and expertise on topics from business development and strategy to
legal advice, marketing and recruitment. Moreover, the program provides
training through our partners to meet the needs of startups. The program
also provides these businesses with support to integrate sustainability
into their business processes from the ground up.
The program actively aims to foster strong partnerships with other
private sector companies, local government institutions’ NGOs and other
stakeholders in order to generate shared value with SMEs.
Our partnership with Wamda continues for the 8th year, as we provide
direct and indirect support to a platform designed to empower
entrepreneurs in the MENA region. Our partnership includes providing
Wamda entrepreneurs with Aramex expertise through mentorship and
training support. Moreover, we remain involved in Mix N Mentor events
around the MENA region - these community events bring promising
entrepreneurs together with industry experts and investors to discuss
specific startup challenges.
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Our Environmental Commitments
Our commitment to environmental friendliness and reducing
our environmental footprint is integrated in all facets of our
operations and supply chain.

We continue to invest in Leadership in Energy and Environmental Design
certifications for our warehouses and buildings. In 2015, we invested a
total of 15,869,109 AED as part of ongoing certifications.

We focus these commitments on industry-based
environmental concerns, while also ensuring we actively
advocate for the environment.

We are aware of the risks and effects that climate change has on
our surroundings and the environment. We know that these risks
have impacts on our operations as well. There is uncertainty related
to government energy and environmental policies and regulations,
insurance considerations, customer needs and concerns, as well
as potential carbon taxesand increases in fuel prices, all of which
place increased financial burdens on our operations. There is an
ever-increasing need to invest in renewable and alternative energy
and technologies which, due to regulatory uncertainty, have an
unquantifiable return on investment.

Our major environmental impacts result from emissions released
in our operations - the use of our facilities, vehicles’ and the
delivery of our shipments. Given that we are in the transportation
industry, and well aware of the sources of our environmental
footprint, we actively seek to optimize our operations - reducing
consumption, utilizing alternative fuels and technologies to
lower our carbon emissions and cutting down on packaging and
paper use. We continue to promote awareness, sustainability
and innovation in the environmental field.
This is the 6th year in a row that we have measured and
managed our Greenhouse Gas emissions. We report our
emissions based on the GHG Protocol, the most widely-used
framework through which businesses, governments and other
organizations quantify their emissions. The GHG Protocol
tools allow us to measure our emissions as CO2 equivalent,
which is the unit used for the global warming potential of
each of the six greenhouse gases, represented as a unit of
CO2e. In addition, we have measured and reported energy
consumption related to our direct and electricity emissions
within our operations for 2015. We ensure that we use the
most up-to-date GHG Protocol provided tools and emission
factors for our calculations, following methodologies provided
by the Protocol to ensure accuracy and comprehensiveness.
We stand by our commitment to reduce our energy intensity
and carbon footprint. We have set internal and external goals
to in order to manage our environmental impact. Our goals
include the reduction of our emissions per shipment by 20%
by the year 2020.

Erratic weather events cause delays in our operations. As a company, we
face the challenge of continuing to manage our operations despite the
increased risk of such weather events brought about by climate change.
Being an asset-light company we rely on our suppliers, including airlines,
sea liners and land freight operators. Therefore, we do not control our
emissions across our entire supply chain. While we are incorporating
evaluation measures to assess our suppliers’ environmental management
efforts, it does leave some uncertainty - and an additional burden on our
footprint if our suppliers do not impose the same controls that we strive
to achieve.
However, given our company culture, we aim to find opportunities
to improve our approach to climate change and to face these
challenges. We are investing in solar energy in Amman, Jordan to cover
our operational needs. We are also in the process of assessment of
renewable energy projects in other major locations. We are also investing
in alternative fuels and converting our fleet to include more efficient
and environmentally friendly vehicles. We have implemented several
measures of environmental compliance, from added supplier evaluation
and certifying our own facilities to exploring renewable energy options,
fleet upgrades and increasing operational efficiency.
We are active in finding innovative solutions to mitigate the risks of
climate change and to reduce our environmental footprint.

(G4-EN1) (G4-EN2) (G4-EN3) (G4-EN5) (G4-EN6) (G4-EN7) (G4-EN8) (G4-EN9) (G4-EN10) (G4-EN11) (G4-EN12) (G4-EN13) (G4-EN14) (G4-EN15) (G4EN16) (G4-EN17) (G4-EN18) (G4-EN19) (G4-EN19) (G4-EN 20) (G4-EN21) (G4-EN22) (G4-EN23) (G4-EN24) (G4-EN25) (G4-EN26) (G4-EN27) (G4-EN28)
(G4-EN29) (G4-EN30) (G4-EN31) (G4-EN32) (G4-EN33) (G4-EC2) (G4-EN 27)
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Sustainability (continued)
Carbon Footprint table
Year

2012

2015

Scope 1

(tCO2e)

37,100

40,671

Scope 2

(tCO2e)

22,885

23,121

Scope 3

(tCO2e)

456,306

510,285

Freight

(tCO2e)

374,466

382,033

Express

(tCO2e)

61,034

104,339

Commuting

(tCO2e)

19,806

23,058

Business Travel

(tCO2e)

1000

855

Total Emissions                                                  (tCO2e)

516,291

574,077

13

11

Total Emissions (kg) / Shipment

Our Fuel Footprint

What are we doing?
Fuel efficient vehicles and
alternative fuels and technology

Emissions from our fuel (Scope 1)
were 40,671 tCO2e
Our scope 1 emissions fell by 21% per shipment
Our fuel consumption per shipment decreased by 11%
*Compared to our base year of 2012.

Our fleet is an essential part of our operations, which is why we
continue to invest in updating and converting it to include more
environmentally friendly vehicles. We are also utilizing new technologies,
from low emission vehicles and electric vans and bikes to converting to
compressed natural gas vehicles. We are always ready to pilot and invest
in alternative fuels, where available, that would help reduce our footprint.
For example, in Sri Lanka, we are piloting an electric vehicle for deliveries.
In India we have begun the process of converting our fleet to include a
larger number of compressed natural gas vehicles (CNG).

(G4-EN3) (G4-EN5) (G4-EN15) (G4-EN 16) (G4-EN17) (G4-EN27) (G4-EN30)
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Sustainability (continued)
Breakdown of our Fleet 2015
80.0%

70%

70.0 %

Percentage
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8%

3%

Euro 3		

Euro 4		

Euro 5		

Other

Type of Vehicle

Operational Efficiency
In 2015, we continued to enhance our efficiency through
investing in technological and operational innovations.
Accurate address capturing and route optimization. Moreover,
we are piloting Aramex locker services and drop-boxes so that
our customers can access our services on the go, minimizing
the need for separate trips. Our operational efficiency
measures ensure that we save time and fuel.

Our Electricity Footprint

Emissions from our electricity (Scope 2)
were 23,121 tons of CO2e
Our scope 2 emissions per shipment fell by 27%

Eco-driving training

Our electricity consumption per shipment fell by 25%
*Compared to our base year of 2012.

Piloted in 2014, this training includes different ways to
reduce emissions from fuel through driving techniques. In
2015 we expanded the training to include all our couriers in
the UAE, including a practical component. The program is set
to expand to the rest of the GCC.

What are we doing?
We continue to work on greening our facilities. We continue to invest in green
building of our owned warehouses and facilities, with particular focusing on
Leadership in Energy and Environmental Design (LEED) certification.

(G4-EN3) (G4-EN5) (G4-EN27)
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Sustainability (continued)

Our LEED warehouses have proved to lower our electricity consumption
significantly, which in turn has lowered our carbon footprint.
We continue to update and certify our facilities according to the ISO
14001 Environmental Management System, ensuring that we have
environmental policies and procedures in place.

Where possible, we retrofit and update our facilities with energy
efficient electronics, lighting systems and technologies in order to lower
our footprint. Moreover, our procurement policies state that we must
purchase energy efficient electronics, where available.

(G4-EN27)
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Sustainability (continued)
Our Supply Chain, Traveling
and Commuting Footprint
Scope 3 emissions were 510,285 tons of CO2e,
Our Scope 3 emissions per shipment decreased
by 19% due to a decrease in total weight of
shipments, as well as utilizations of mixed
mode of transportation.

Our freight related emissions were 382,033 tons of CO2e
Our express shipments related emissions were 104,339 CO2e
Employee commuting 23,058 tons of CO2e,
Emissions resulting from employee commuting rose 16%
in response to the increase of our global workforce, as
compared by our base year of 2012.
Through our internal awareness and information sharing,
we discuss measures with employees to reduce their
commuting footprint by utilizing public transportation,
carpooling and bicycles.
Business travel 855 tons of CO2e,
Our Business Travel related emissions decreased by
15% from 2012. Wherever possible, we continue to utilize
teleconferencing to reduce the number of business trips
across the network.

In 2015, our Total emissions per shipment
were 11 Kg CO2e.
Decreasing by 15% from our 2012 baseline, reflective
of our active efforts to utilize environmentally friendly
measures across our operations.

(G4-EN 18) (G4-EN 19) (G4-EN30)
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Sustainability (continued)
Paper and material
consumption2
Our paper consumption per shipment remained the same as
last year, despite the expansion in operations, as we continue
to work on reducing our paper use.

Moreover, we make sure that we include questions pertaining to
environmental management on our supplier and franchisee evaluation
questionnaire. In cases where a supplier does not have environmental
management systems or controls, we work to help them implement
such systems.

What are we doing?

Our adherence to our environmental objectives and policies ensured that
we did not receive any non-compliance fines or sanctions related to the
environment in 2015, nor did we receive any environmental grievances.

We utilize e-tools and e-communication in order to reduce the
amount of paper we print. Our facilities undertook a number
of initiatives to promote paper reduction, and expand the use
of e-tools in our offices and by our customers.
We continue to utilize degradable pouches for our shipments.
These pouches degrade and thus reduce accumulation of
waste over time. We remain committed to using recycled
and recyclable packaging in order to further reduce negative
impacts from our material use.
Where available, we ensure that our facilities recycle materials.
Our recycling increased by 3%

Furthermore, we initiated work on e-waste recycling, where
certified services are available in order to ensure our
waste management procedures reflect our environmental
commitments.

Environmental Compliance

In 2015, 22 of our stations were ISO14001 certified.

Advocacy
We view our role as corporate citizens not only to practice environmental
friendliness, but to also advocate on behalf of the environment. We are
enthusiastic about sharing our experience and encouraging others to
measure and manage their environmental and carbon footprints. Aramex
is a signatory of Caring for Climate, a UN initiative aimed at advancing
the role of businesses in addressing climate change. It provides a
framework for business leaders to promote practical solutions and help
shape public policy as well as public attitudes.
We remain members of the Jordan Green Building Council, and aim to
support their mission through different channels, including facilitating
training as well as partnering at events.
In addition, we have a longstanding partnership with the Arab Forum for
Environment and Development. Aramex is a member of the forum and
supports events, publications and provides in-kind support.

Environmental compliance is an important factor in our
commitment to reducing our environmental footprint.
We make sure that our policies and procedures include
environmental considerations.
We continue to certify our facilities and stations with the
ISO14001: Environmental Management System.

2

Details can be found in Appendix page 114

(G4-EN23) (G4-EN29) (G4-EN32) (G4-EN33)
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Sustainability (continued)
Internal awareness

Celebrating Earth Day across the globe

Our employees are an important part of our environmental
efforts. We continue our efforts to raise environmental
awareness amongst all of our employees, by providing them
with a basic training program, Green Office Handbooks and
sharing Green Tips.

In the spirit of environmental friendliness, we continued our annual
Earth Day celebrations by carrying out different environmental activities
around our offices as well as local communities. These ranged from city
clean-ups to tree planting, recycling competitions and ‘lights out’ at the
offices. The objectives behind these celebrations were for our employees
to interact with their surrounding environment, and to work together on
an outdoor activity to instill a sense of appreciation for the environment
and nature.

Our Green Champions volunteer to help spread environmental
awareness within our operations, come up with initiatives to
reduce our footprint and undertake different tasks around the
office to reduce resource consumption. The program aims to
promote peer-to-peer conversations about the environment, in
order to instill a spirit of environmental responsibility.

CONTENTS
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Active Citizens
Aramex Active Citizens are our Aramex employees, who
actively work with their communities, embodying the Aramex
culture of corporate citizenship.

Moreover, in order to provide long term and impactful volunteering activities
for our employees, we ensure our sustainability programs and partnerships
include employee engagement opportunities.

Launched in 2013, the Aramex Active Citizens Program aims
to encourage and provide support to employees involved in
community service or volunteering activities. The program
focuses on 5 themes:

For example, through our partnership with The Nnabagereka Development
Foundation (NDF) and Masooli School in Uganda, our employees are actively
involved in setting up the computer lab, training teachers on ICT skills and
engaging with the students to help them identify career paths as part of
their volunteering.

• Community Empowerment
• Youth Education and Empowerment

Through our partnership with Injaz Al-Arab, our employees are actively
engaged in youth empowerment programs, and often offer their expertise to
the students by leading workshops and training.

• Entrepreneurship
• Environment
• Emergency relief
In 2015, our employees volunteered more than
10,000+ hours.

Information on local community services and volunteering
activities is shared through the program with employees
and office-wide activities are planned. Employees are also
encouraged to plan their own activities, and in certain cases are
allowed to volunteer for four hours a week during office hours.
Active Citizen Activities range from city clean up and tree
planting to youth training and entrepreneur mentorship.

Moreover, our employees actively engage with the youth and community
projects that take place within Ruwwad (page 42). This can take the form
of providing support on operational issues like IT or accounting, helping
with operational capacity building, providing training to the youth and
community or developing their own programs for community, child or
youth empowerment.
Our employees share their experiences on an employee-only social media
group, to discuss opportunities, stories, photos and issues.
We continue to fine tune our active citizens program, and are working
to integrate employee volunteerism into our annual evaluation process,
whereby employees commit to a specified number of hours of community
service per month. We will support employees in finding opportunities for
them to be engaged, guide them with developing their own initiatives, and
support them in identifying appropriate opportunities for their goals and our
sustainability strategy.

Furthermore, we launched several campaigns to promote
community service. We have an annual Earth Day campaign
across our network, where our employees volunteer with local
organizations on projects related to the environment, including
park beautification, plant growing competitions, beach cleanups
and recycling projects.
In 2015, we launched our #SelflesswithAramex campaign,
asking our employees to be selfless and to volunteer within
their communities. The campaign kicked off with our CEO
Hussein Hachem volunteering time with young people in
Ruwwad, Jordan, where he met with a group of students and
discussed their their careers, entrepreneurship and their
future plans.

CONTENTS
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Sustainability Support
and Advocacy
We believe that in order to have a lasting positive impact
on our surroundings, there is a need to actively engage with
governments, private sector, educational institutions and NGOs
on sustainability topics.

We make sure that we share our experience with other private sector
organizations, students and young professionals, helping provide a
roadmap to corporate sustainability in order to promote the integration of
sustainability across different disciplines, industries and regions.

From our own experience, we have seen first-hand how
sustainability can vastly improve operations and stakeholder
relations. Whether through increasing efficiency, engaging
employees or improving client relations and trust with
communities, we believe in sustainability integration and the
benefits and potential it holds.

Through our sustainability advocacy efforts, we have reached out to over
130 corporates across the regions in which we operate, providing advice,
training and support for sustainability reporting, activities and strategy.

We aim to position ourselves as advocates for sustainability.
This involves adhering to and being a part of the United
Nations Global Compact. We also comply with international and
local regulations pertaining to human and labor rights, antibribery and corruption. Furthermore, we are committed to the
Leadership in Energy and Environmental Design certification and
renewable energy, as well as sustainable procurement policies,
favoring sourcing of environmentally friendly products and local
SMEs and startups.
Aramex is a signatory of Caring for Climate, a UN initiative
aimed at advancing the role of business in addressing climate
change. It provides a framework for business leaders to advance
practical solutions and help shape public policy as well as public
attitudes. We make sure that our practices give a clear message
of commitment to sustainability.
We also see that there is a need for sustainability advocacy and
awareness in many of the locations in which we work and, given
our experience and network of partners, we are well positioned
to provide support to sustainability advocates and platforms.
Our membership and commitment to the UN Global Compact
and its ten principles has also paved the way for us to be
either founders or founding members of UNGC local networks
in countries were local networks are not present. By doing
this, we share our experience, train and work with corporates,
organizations and startups that are in the process of integrating
sustainability into their operations.
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Sustainable
Development Goals
We are working to support the accomplishment of the United
Nations Sustainable Development Goals. Our corporate and
sustainability strategies are in line with the Sustainable
Development Goals through our employment and recruitment
model, work with entrepreneurs, investment in local communities,
youth education programs, commitment to the environment and
continuous engagement with partners and stakeholders.
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Emergency Relief
We are committed to leveraging our operations, network and
resources to help communities in cases of emergency. Given
our line of business, we are able to mobilize our resources to
respond to the call of emergency and disaster relief.
Our work in emergency relief relies on different channels:

In 2015 we worked with Restless Development to provide
emergency relief for victims of the Nepal Earthquake. We
were able to provide 17,000 people with emergency aid.
We continually utilize our network to ship, store and
distribute essential aid material to those facing disasters and
emergencies across the world.
In addition we shipped donations which include educational
supplies to Syrian refugees.

CONTENTS
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Stakeholder
Engagement
Aramex has a global base of stakeholders, all of whom are
vital for our operations and are vested in our sustainability.
We actively engage with our stakeholders through different
channels. Our stakeholders are defined as entities and
individuals with whom we interact, whether directly or
indirectly, and who are in our sphere of impact, based on
assessment of our operations and their reach.

In 2015, we held multi-stakeholder engagement and consultation
workshops in four of our main markets - Egypt, Dubai, Saudi Arabia and
India. Feedback and discussion from the workshops helped guide our
goals and priorities for our sustainability performance and strategy.

Our relationship with our employees, customers, business
partners, shareholders, and members of the communities we
serve and the environment directly impacts on our longterm growth and is a vital determinant of our sustainability
performance. We proactively engage with our stakeholders to
understand and address their needs and concerns.

We work closely with government entities in several capacities, from
operations, customs, to advocacy and development programs, the
government remains an integral stakeholder. We engage the government
through continual communication, meetings and reports. We also ensure
that we abide by local and international laws are regulations.

Further input from our stakeholders was instrumental in designing our
communication strategy for our sustainability, including this report.

(G4-DMA) (G4-18) (G4-19) (G4-20) (G4-21) (G4-24) (G4-25) (G4-26) (G4-27)
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Stakeholder Engagement (continued)
Materiality Matrix for 2015

Importance to Stakeholders

10
9.5

EN 15
EC 5
SO 1
EN 16
SO 4
LA 6
EN 17
LA 14
EN 21
LA 11 HR 1
EC 3

HR 9

9

HR 10

8.5

EC 6

PR 5

8

EN 6
EN 3

LA 4
LA 10

7.5
7
7

7.5

8

8.5

9

9.5

10

Significance to Aramax

Indicators circled in white are considered to be highly
material to both Aramex and our stakeholders.

Stakeholder Engagement in
determining Materiality
Part of our engagements include asking stakeholders to evaluate which
aspects and reporting indicators are most important to them - and what
they expect us to report on as it relates to our operations. Upon receiving
the feedback, we identified the scope and boundaries of each aspect and
indicator.These results enabled us to set priorities based on our operations
and the significance on our economic, environmental and social impacts.
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Stakeholder Engagement (continued)

Our stakeholders,
priorities and efforts
Our People:
Our diverse workforce comprises over 13,860 direct and around
4,160 indirect employees across the globe; further enriching
the diversity of our workforce which includes 84 nationalities.

Frequency of Engagement:

Priorities:

• Annual Performance reviews.

• Job security.

• Weekly–Monthly–Quarterly team meetings,
depending on need.

• Career development and training.
• Competitive wages, Fair appraisals and evaluation.

• Senior Management meets at least quarterly.
• Knowledge sharing and clear feedback and communication channels.

Type of Engagement:
• Operational meetings.
• Station meetings, functional meetings
and regional meetings.
• Team brainstorming sessions.
• Individual performance appraisals.
• Internal surveys.

Efforts and outcomes:
• Revamping evaluation and appraisal systems, ensuring more
streamlined process that is clear for all employees.
• Enhancing and expanding on the job training, Corporate University
accreditation ensures that on the job training gives employees
a competitive edge within Aramex and the job market. (For more
information on our Career Development, please refer to page 28).
• We began utilizing Facebook @ Work platform to increase
communication across teams and locations.

• Employee social events.
•

Annual leaders’ conferences.

• We utilize our intranet, infohub, sharepoint to share information,
procedures, and experiences and more as part of our knowledge
sharing platforms.

• Online communication (social media,
email shots, video channels).
• Internal collaboration tools.
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Stakeholder Engagement (continued)

Our Customers
We serve over 76,000 customers spanning the Middle East,
Africa, Europe, Asia, Australia and North America, as well as
over 500,000 shop and ship customers.

Frequency of Engagement:
• Depending on clients’ needs and client agreements, visits
from Aramex agents and representatives occur.
• Daily, weekly, monthly or quarterly.

Priorities:
• Enhancing shipment tracking and timely deliveries.

Type of Engagement:

• Enhance overall customer experience and expedite customer service
response.
• Introducing a same-day delivery service.

• Weekly personal feedback meetings.
• Online communication forums, social media and live chats.
• Branches and outlets.
• Contact centers.

Efforts and outcomes:
• Our new Aramex App will allow customers to track their shipments in
real time, as well as, enhance overall customer experience.

• Stakeholder engagement events.
• We continually work on training and adding new customer service lines
to speed up response and resolve any customer issues efficiently (For
more information on our efforts related to customer service please
refer to page 33).
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Stakeholder Engagement (continued)

Business Partners
Our business partners include airlines, sea cargo carriers, and
vehicle leasing companies, subcontractors, suppliers and NGOs.

Frequency of Engagement:
• On-going.

Priorities:
Type of Engagement:

• Accessibility of new business ventures with Aramex.

• Ongoing negotiations, transactions and service provision.

• Providing increasing value to partners.

• Long-term business relationships with Aramex.

• Preservation of ethical values.

Efforts and outcomes:
• Aramex SME program and franchising models allow for new business
ventures and partnerships with Aramex, (for more information on the
SME program, refer to page 47).
• We are working on supplier evaluation forms, related to code of
conduct and compliance issues and plan to begin training our
suppliers on labor, human rights and anti-corruption issues.
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Our Shareholders
As of year-end 2015, Aramex had 22,050 shareholders, with the
largest individual shareholder owning less than 10 percent.

Frequency of Engagement:
• Annual meeting, updates through formal channels, and upon
their need.

Priorities:
Type of Engagement:

•

Above average return on investments.

•

Effective and efficient governance.

•

Outstanding corporate and brand reputation.

•

Sustainable and long-term growth.

•

High integrity and transparency.

• Annual General Meetings.
• Annual Reports.
• Quarterly Earnings Reports.
• Press releases.
• Online section for Investor Relations.
• Direct contact through the Investor Relations Office.

Efforts and outcomes:
• Consistent shareholder engagement through investor calls and meetings.
• Sustained profitability and growth.
• Sound business integrity.
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Our Community
The broader society to which Aramex services and
connections extend.

Frequency of Engagement:
• On-going.

Priorities:
Type of Engagement:
• Direct meetings.
• Ongoing interaction through social media, feedback
channels.

• Capitalizing on the current unique social investment model to adopt
inclusive business principles. Participants believe that Inclusive Business
is especially relevant to Aramex given the company’s potential for
recruiting from low-income communities and for outsourcing services
from SMEs.

• Stakeholder engagement sessions.
• Ongoing communication with NGOs to proactively respond
to any concerns or enquiries.
• Collaboration with institutions and networks, focusing on
the community programs.

Efforts and Outcomes:
• Our SME program strives to create partnerships with local startups and
entrepreneurs (for more information refer to page 47).
• Our Youth Education and Empowerment programs target low income
communities, and our internship program allow youth from our
communities to gain skills that make them competitive in the job
market, and are often hired full time into Aramex (for more information
on these programs refer to pages 44).
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Our Environment
Our direct and indirect spheres of impact include
environmental organizations and partners, as well as
stakeholders concerned with our carbon footprint.

Frequency of Engagement:
• On-going.

Priorities:
Type of Engagement:

• Increase reliance on environmental friendly alternatives, such as
renewable energy and water recycling.

• Direct meetings with related stakeholders.

• Sharing environmental targets and efforts externally and internally
more periodically.

• Upon need, ongoing interaction through social media and
feedback channels.

• Expanding efforts to supply chain, through training, advocacy and
creation of networks.

• Ongoing communication with NGOs to proactively respond
to any concerns or enquiries.
• Collaboration with institutions and networks, focusing on
the environment.

Efforts and Outcomes:

• Measuring and managing our carbon footprint.

• We continue to invest in green building and are initiating work on
solar energy generation for our operations (for more information, refer
to page 48).
• We enhanced our Sustainability communication strategy with our
‘Delivering Good’ platform to ensure communication on targets and
progress is shared internally and externally in a timely and periodic
manner.
• We work closely with corporate and NGOs on sustainability advocacy,
and are expanding our sustainability advocacy efforts to include
suppliers and partners (for more information please refer to page 40).

CONTENTS

66

Aramex Annual Report 2015

Materiality Table
Material
Aspects

Section

DMA

Reporting Process,
Stakeholder
Engagement

Materiality

Aspect Boundary

Notes on Materiality

Material

Within our entire
operations and
outside the
organization as
it relates to our
shareholders,
suppliers and other
stakeholders

Our direct economic value
generated is an important
performance indicator for
our operations and our
stakeholders as it signifies
our economic sustainability
and potential for growth
Climate change poses
ubiquitous risks and threats,
especially given our type of
industry - transportation,
which is responsible for
14% of global emissions.
Therefore, we must be
forward-looking in our
strategies related to climate
change risks and mitigation,
this is particularly important
in terms of financial
implications of climate
change. It is important for
our stakeholders as well,
to know what approach we
are taking related to climate
change and its implications
on our operations and our
surroundings
Direct impact on our business,
stakeholders, especially
employees

Notes

Economic
Economic
Performance

1

EC

Direct economic value
generated & distributed

EC

2

Financial implications
& other risks and
opportunities for the
organization's activities
due to climate change

EC

3

Coverage of the
organization's defined
benefit plan obligations

4

EC

CONTENTS

Financial assistance
received from
government

Financials,
CEO Latter,
Our People

Our environmental
Material
commitments

Within our entire
operations and
outside the
organization as
it relates to our
stakeholders, the
governments and
policies of the
countries where we
operate

Financials,
Our People

Within our entire
operations

Material

Within our entire
operations and
outside the
organization as
Governance

Material

it relates to our
stakeholders, the
governments and
policies of the
countries where we
operate

Aramex has a strict policy
against receiving and giving
any government assistance.
It is important for our
stakeholders to ensure
that our company is not
affiliated with any political or
governmental system
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Within our entire
operations and
outside the
organization as
it relates to our
stakeholders, the
governments and
policies of the
countries where we
operate

At Aramex, employee morale,
satisfaction and retention
is very important, since
employees are an integral
part of our success and the
quality of our services. We aim
to offer competitive wages
to our employees which are
equal and often exceeding
the local minimum wage to
our entry level employees.
Our wages are important
to our employees as well as
other stakeholders as they are
indicative of our impact on the
community.

Within our entire
operations

We have 17
grades and our
We aim to employ members
top 3 grades are
of the local communities
considered Senior
in which we operate - it is
Management.
important to us that we have
Moreover we
a healthy percentage of senior define local vs.
management hired from the
expat based on
local community, since they
the location of the
have an understanding of the senior manager
local market. Moreover, this is (example, a
important for our stakeholders Jordanian senior
because it indicates our
manager in Jordan
investment in the capacity of
is considered local,
the communities in which we
while a Jordanian
operate
senior manager
in Dubai is
considered expat)

Market
Presence

5

EC

EC

Ratios of standard
entry level wage by
gender compared to
local minimum wage at
significant locations of
operation

Our People,
Appendix

6

Proportion of senior
management hired
from the local
Our People
community at significant
locations of operation

7

Development & impact
of infrastructure
investment
& services supported

8

Significant indirect
economic impacts,
including the extent of
impacts

Material

Material

Indirect
Economic
Impacts

EC

EC

CONTENTS

About Aramex

About Aramex

Since we are a light asset
based company, we do not
have significant investments
related to infrastructure

Immaterial

Material

Within our entire
operations and
outside as it relates to
the communities that
we work in

Impacts our stakeholders and
helps in the development of
the communities in which we
are operating
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Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Material

Within our entire
operations and
outside of as it relates
to our suppliers in the
countries where we
operate in

Impacts our stakeholders and
helps in the development of
the communities in which we
are operating. The majority
of our spending is on local
suppliers - in fact, for 2015, on
average, 85% of our spending
was on local suppliers

The majority of
our spending is on
local suppliers - in
fact, for 2015, on
average, 85% of
our spending was
on local suppliers

Our environmental
commitments,
Material
Appendix

Within our entire
operations and
outside as it relates
to the suppliers of
our materials and
the companies and
municipalities that
provide us with waste
management and
recycling services

In our operations, our
pouches are used for 99% of
our shipments - therefore they
make up a large proportion of
the materials we use. Other
materials include envelopes,
labels, AWBs, canvas and
bag tags. The amount of
materials we use in our
operations is important due
to the environmental impacts
of these materials, especially
since they are mainly made of
plastics or paper.

Our environmental
commitments,
Material
Appendix

Within our entire
operations and
outside as it relates
to the suppliers of
our materials and
the companies and
municipalities that
provide us with waste
management and
recycling services

Given that most of the
materials we use in our
operations are sourced from
plastics (non-renewable)
and paper, both have
environmental impacts - it is
important that we work to
recycle these materials in order
to reduce our environmental
impacts.

Procurement
Practices

9

EC

Proportion of spending
on local suppliers at
significant locations of
operation

About Aramex,
Our Services,
Index

Environmental

Materials

1

EN

2

EN

CONTENTS

Materials used by
weight or volume

Percentage of materials
used that are recycled
input materials
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Within our entire
operations, except our
franchisees

Our energy consumption is
important to our operations
since it has an impact on our
environmental and carbon
footprint and it is also an
important factor to monitor
and manage in order to reduce
our operational cost

"Our total energy
consumption
inside the
organization is
36,078,400 kw and
16,794,491 liters of
fuel ( 1 liter = 38.7
mega joules – HHV
Diesel ”

Energy

3

EN

4

EN

5

EN

EN

EN

CONTENTS

Energy consumption
within the organization

Energy consumption
outside of the
organization

Energy intensity

6

Reduction of energy
consumption

7

Reductions in energy
requirements of
products
& services

Our environmental
Material
commitments

Given that we rely on third
party suppliers, the energy
consumed outside our
organization is unavailable,
1 liter = 34.8 mega
however, using the GHG
joules – HHV
protocol, we account for the
Gasoline)
impact of the energy use
outside our organization
through our scope 3 emissions

Immaterial

Our environmental
Material
commitments

Within our entire
operations, except our
franchisees

This is an important measure
of our energy footprint, since
the energy intensity per
shipment is a strong indicator
of how this footprint relates to
the context and growth of our
operations. Energy intensity
gives our stakeholders a better
understanding of how our
energy consumption is related
to our operations.

Our environmental
Material
commitments

Within our entire
operations, except our
franchisees

The amounts of reductions in
our energy consumption are
an important measure of our
environmental and efficiency
initiatives

Immaterial

Because we report on our
overall energy and emissions
trends and consumption
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Within our entire
operations, except our
franchisees

Our use of water is restricted
to municipal use. However,
given that water is important
and exceedingly scarce, we
make sure to measure our
consumption

10,055,846 liters of
water consumed
in 2015

Water

EN

8

Total water withdrawal
by sources

9

Water sources
significantly affected by
withdrawal of water

Our environmental
Material
commitments

Immaterial

Because our water
consumption is strictly
for municipal use and we
withdraw and discharge water
through municipal system

Within our entire
operations, except
our franchisees,
outside as it relates
to the municipalities
Immaterial
and companies
that provide us with
services related to
water re-use and
recycle

Our use of water is restricted
to municipal use. However,
given that water is important
and exceedingly scarce, we
make sure to re-use and
recycle our water where
possible.

Immaterial

Not applicable since we ensure
that we do not lease or own
land adjacent to protected or
high biodiversity areas

EN

Description of significant
impacts of activities,
products, & services on
12 biodiversity in protected
areas and areas of
high biodiversity value
outside protected areas

Immaterial

We are a service oriented
company, therefore, we do
not manufacture products,
the pouches we use for our
services are degradable

EN

13

Habitats protected or
restored

Immaterial

We were not involved in
any habitat protection or
restoration activities

EN

Percentage & total
10 volume of water
recycled and reused

EN

Biodiversity
Operational sites
owned, leased,
managed in, or adjacent
11 to, protected areas
and areas of high
biodiversity value

EN

outside protected areas
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Stakeholder Engagement (continued)
Material
Aspects

Section
Total number of IUCN
Red List species and
national conservation
14 list specie with habitats
in areas affected by
operations, by level of
extinction risk

EN

Materiality

Aspect Boundary

Notes on Materiality

Notes

Not applicable since we ensure
that our operations are not
in areas with protected or
endangered species

Immaterial

Emissions

EN

Direct greenhouse gas
15 (GHG) emissions
(Scope 1)

EN

Energy indirect
16 greenhouse gas (GHG)
emissions (Scope 2)

Our environmental
Material
commitments

Within our entire
operations, except our
franchisees

Due to environmental impacts

Our Carbon
footprint baseline
year is 2012

Our environmental
Material
commitments

Within our entire
operations, except our
franchisees, outside as
it relates to electricity
providers

Due to environmental impacts

Our Carbon
footprint baseline
year is 2012

Our environmental
Material
commitments

Inside our operations
as it relates to our
business relates
travel. Outside our
operations as it relates
to our suppliers,
our employees
commuting

Due to environmental impacts

Our number of
employees grew
by 7%, therefore,
our commuting
footprint grew
by the same.
We calculate
our commuting
footprint using
a bi-annual
employee survey,
produced as per
the GHG protocol

Due to environmental impacts

Due to environmental impacts

EN

Other indirect
17 greenhouse gas (GHG)
emissions (Scope 3)

EN

Direct greenhouse
18 gas (GHG) emissions
intensity

Our environmental
Material
commitments

Within our entire
operations, except our
franchisees, outside as
it relates to our scope
3 emissions

EN

Reduction of
19 greenhouse gas (GHG)
emissions

Our environmental
Material
commitments

Within our entire
operations, except our
franchisees

EN

Emissions of
20 ozone-depleting
substances (ODS)

CONTENTS

Immaterial

We do not emit any ODS
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Stakeholder Engagement (continued)
Material
Aspects

Section

21

EN

NOx, SOx & other
significant air emissions

Materiality

Our environmental
Material
commitments

Aspect Boundary

Notes on Materiality

Notes

Within our entire
operations, except our
franchisees

NOx and SOx have negative
environmental and health
impacts, given that they are a
by-product of the burning of
fossil fuels, so it is important
to measure and report on
the amount our operations
produce. We use the GHG
protocol tools to measure our
NOx and Sox. Our efforts to
reduce our GHG emissions
are also aimed at reducing our
NOx and Sox emissions

We only report our
NOx and Sox, as
other emissions
are negligible. Our
total NOx and SOx
emissions for 2015
were 22,684 tons
measured using
the GHG protocol
and Climate
Registry tools. With
negligible amount
of other gases

Effluents
and Waste

22

EN

23

EN

Total water discharge by
quality and destination

Because our water
consumption is strictly
for municipal use and we
withdraw and discharge water
through municipal system

Immaterial

Total weight of waste by Our environmental
Material
type & disposal method commitments

Within our entire
operations and
outside as it relates
to the suppliers of
our materials and
the companies and
municipalities that
provide us with waste
management and
recycling services

Due to environmental impacts

EN

24

Immaterial

We do not handle any
hazardous or toxic substances,
nor have we had any
significant spills in any of our
warehouses and operations

EN

Weigh of transported,
imported, exported, or
treated waste deemed
hazardous under the
Our environmental
25 terms of the Basal
Immaterial
commitments
Convention Annex I, II,
III, and VIII, & percentage
of transported waste
shipped internationally

We have strict policies against
the handling or transportation
of hazardous or toxic waste

CONTENTS

Total number & volume
of significant spills
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Material
Aspects

Section

Identity, size, protected
status, and biodiversity
value of water bodies
and related habitats
26
significantly affected
by the organization's
discharges of water and
runoff

EN

Materiality

Aspect Boundary

Notes on Materiality

Notes

All our water is discharged
through municipal sewage
systems

Our environmental
Immaterial
commitments

Products and
Services

EN

Extent of impact
mitigation of
Our environmental
27
Material
environmental impacts commitments
of products and services

EN

Percentage of products
sold and their packaging
28
materials that are
reclaimed by category

Within our entire
operations, and
outside as it relates to
the environment and
our stakeholders

This is important to our
operations and to our
stakeholders

We do not sell any product,
pouches which make up 99%
of our packaging material are
degradable

Immaterial

Compliance

EN

Monetary value of
significant fines &
total number of nonOur environmental
29 monetary sanctions for
Material
commitments
non-compliance with
environmental laws and
regulations

Within our entire
operations

This is important to our
operations and to our
stakeholders

Significant
environmental impacts
of transporting
products and other
30 goods & materials
for the organization's
operations, and
transporting members
of the workforce

Within our entire
operations and
outside as it
relates to our
suppliers

This is important to our
operations and to our
stakeholders

We didn’t receive
any monetary fines
or sanctions for
non-compliance
with environmental
laws and
regulations

Transport

EN

CONTENTS

Our environmental
Material
commitments
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

We didn't receive
any monetary fines
or sanctions for
non-compliance
with environmental
laws and
regulations

Overall

Total environmental
Our environmental
31 protection expenditures
Material
commitments
and investments by type

Within our entire
operations, except
franchisees

This is important to our
operations and to our
stakeholders

EN

Percentage of new
suppliers that were
32
screened using
environmental criteria

Compliance

Material

Outside our
operations as it relates
to our supply chain

This is important to our
operations and to our
stakeholders

EN

Significant actual and
potential negative
33 environmental impacts
in the supply chain and
actions taken

Compliance

Material

Outside our
operations as it relates
to our supply chain

This is important to our
operations and to our
stakeholders

Within and outside
our operations as it
relates to our supply
chain

This is important to our
operations and to our
stakeholders

EN

Notes

Supplier
Environmental
Assessment

Environmental
Grievance
Mechanisms
Number of grievances
about environmental
impacts filed,
Our environmental
34
Material
addressed, and
commitments
resolved through formal
grievance mechanisms

EN

CONTENTS
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Direct impact on our business,
stakeholders, especially
employees

We are currently
deploying our ERP
system - until this is
completed, we are
unable to report
on our employee
turnover

Social
Labor Practices and Decent work
Employment

LA

LA

1

Total number & rates of
new employee hires and
employee turnover by
Our People
age group, gender, and
region

Material

2

Benefits provided to
full-time employees
that are not provided
to temporary or parttime employees, by
significant locations of
operations

Immaterial

Throughout 2015, we did not
have any part-time employees

Material

We aim to provide a
comfortable and unique
working environment for our
employees, and we invest
in them and their capacity,
which is why employee
retention is important to us.
Moreover, in Aramex we seek
to provide flexibility for our
female employees after their
maternity leave to encourage
their return to work

3

LA

CONTENTS

Return to work and
retention rates after
parental leave,
by gender

Our People

Our People

Within our entire
operations, except
franchisees

Within our entire
operations, except
franchisees
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Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Within our entire
operations, except
franchisees

Direct impact on our business,
stakeholders, especially
employees

While we do
not prevent
any collective
bargaining
agreements, we
currently do not
have any collective
bargaining
agreements.
Moreover,
whenever we have
any operational
changes, we
meet with related
stakeholders to
set a plan for the
roll-out of these
changes

Within our entire
operations, except

The high level of
representation of our
employees in formal health
and safety committees is
important some it allows
for better decision making
in incident prevention

Labor/
Management
Relations

4

LA

Minimum notice periods
regarding operational
changes, including
Our People
whether these are
specified in collective
agreements

Material

Occupational
Health
and Safety

5

LA

Percentage of total
workforce represented
in formal joint
management-worker
health & safety

Our People

Material

committees that help
monitor and advice on
occupational health &
safety programs

6

LA

CONTENTS

Type of injury & rates
of injury, occupational
diseases, lost days, and
absenteeism, and total Our People
number of work-related
fatalities, by region and
by gender

franchisees

Material

Within our entire
operations, except
franchisees

mechanisms. We seek to
have a safe and healthily
environment for our
employees. This is important
for our stakeholders and the
sustainability of our operations

Direct impact on our business,
stakeholders, especially
employees

Our health and
safety committees
include members
representing each
relevant team,
including HR, Legal,
Health and Safety,
Operations and
Facilities, making
up 80% of total
workforce

We abide by
OSHAS 18001
policies and
regulations except
when local laws
stipulate otherwise
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Material
Aspects

LA

LA

Section

7

Workers with high
incidence or high risk of
diseases related to their
occupation

8

Health & safety topics
covered in formal
agreements with trade
unions

Materiality

Aspect Boundary

Notes on Materiality

Immaterial

In our operations, we employ
strict health and safety
measures - our employees do
not handle any hazardous or
toxic substances and are not
exposed to any disease risk
factors while on the job.

Immaterial

We currently do not have any
formal agreements with trade
unions - therefore this is not
applicable

Material

Within our entire
operations, except
franchisees

Employee training is extremely
important for our operations.
We are actively engaging our
employees and building their
capacity, in order to improve
our business processes and
quality of services. Moreover,
investing in our employees
capacity promotes employee
retention and more productive
working environments

Within our entire
operations, except
franchisees

Employee training is extremely
important for our operations.
We are actively engaging our
employees and building their
capacity, in order to improve
our business processes and
quality of services. Moreover,
investing in our employees
capacity promotes employee
retention and more productive
working environments

Notes

Training and
Education

9

LA

Average hours of
training per year per
employee by gender,
and by employee
category

Our People

LA

Programs for skills
management and
lifelong learning that
support the continued
10
employability of
employees and assist
them in managing
career endings

LA

Percentage of
employees receiving
regular performance
11
Our People
and career development
reviews, by gender and
by employee category

CONTENTS

Our People

Material

Material

Within our entire
operations, except
franchisees

Direct impact on our business,
stakeholders, especially
employees

100% of our
employees
receive annual
performance
reviews as per our
HR policies
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Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Diversity
and Equal
Opportunity

LA

Composition of
governance bodies
and breakdown
of employees per
12 employee category
Our People
according to gender, age
group, minority group
membership, and other
indicators of diversity

Material

Within our entire
operations, except
franchisees

Aramex is a global operation diversity is vital to the success
of our operations, as it ensures
that the different regions we
operate in are represented
in our workforce. Diversity is
an important aspect of our
sustainability and integration
into the communities in which
we work

Ratio of basic salary and
remuneration of women
13 to men by employee
Our People
category, by significant
locations of operation

Material

within our entire
operations, except
franchisees

Direct impact on our business
and stakeholders, especially
employees

Outside our
operations as it relates
to our supply chain

Labor rights are important
to us - we strive to ensure
that all of our employees and
workforce have their rights as
per country and international
laws and regulations. To that
end, we began screening our
suppliers, so that we align our
supply chain to our principles
and standards

Within and outside
our operations as it
relates to our supply
chain

It is important to act on any
violations we find while
evaluating our supply chain
for labor rights. In 2013, our
screening did not raise any red
flags related to labor practice
violations

Equal
Remuneration
for Women and
Men

LA

Supplier
Assessment for
Labor Practices

LA

Percentage of new
suppliers that were
14
screened using labor
practices criteria

LA

Significant actual and
potential negative
15 impacts for labor
practices in the supply
chain and actions taken

CONTENTS

Compliance

Compliance

Material

Material

100% of new
suppliers evaluated
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Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Within and outside
our operations as it
relates to our supply
chain

We make an effort to ensure
that we safeguard the labor
rights of all our workforce.
Therefore, we ensure that we
have a clear labor rights policy,
along with a whistle blowing
system to report any concerns
or grievances - whether related
to our operations or those
of our suppliers, in order to
remedy the issues immediately

Outside our
operations as it relates
to our supply chain

Human rights are vital to us,
we strive to uphold human
rights in all our operations.
Therefore, we evaluate
our suppliers' compliance
with international laws and
conventions related to human
rights to ensure there are no
violations in our supply chain.
Human rights violations can
impact our operations and
stakeholders negatively, which
is why they are important for
us to keep track of and prevent

Within our operations,
except franchisees

In order to ensure that
human rights are upheld, we
make sure to communicate
with our employees on their
importance and how they
relate to our code of conduct.
We make sure to keep our
employees informed in order
to avoid any violations

Notes

Labor Practices
Grievance
Mechanisms

Number of grievances
about labor practices
16 filed, addressed, and
Our People
resolved through formal
grievance mechanisms

LA

Material

Human Rights

Investment

HR

HR

CONTENTS

1

Total number &
percentage of significant
investment agreements
and contracts that
Compliance
include human
rights clauses or that
underwent human
rights screening

2

Total hours of employee
training on human
rights policies or
procedures concerning
aspects of human rights Our People
that are relevant to
operations, including
the percentage of
employees trained

Material

Material

All major
significant
investment
agreements
contain human
rights clauses
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Within our operations,
except franchisees

We aim to provide a
comfortable working
environment for our
employees. Therefore, we
ensure that our stakeholders
are aware of the channels
available to report any
discrimination cases in order
for us to investigate and
remedy them.

Notes

Nondiscrimination

3

HR

Total number
of incidents of
discrimination and
corrective actions taken

Our People

Material

Freedom of
Association
and Collective
Bargaining
It is important for our
stakeholders that Aramex
does not employ any policies
that prevent our employees
or suppliers the right to

Operations & suppliers
identified in which

4

HR

the right to exercise
freedom of association
and collective bargaining Our People
may be violated or at
significant risk, and
measures taken to
support these rights

Material

Within and outside
our operations as it
relates to our supply
chain

Material

Within and outside
our operations as it
relates to our supply
chain

join in collective bargaining
agreements, as we maintain
the freedom for our suppliers
and employees to join in
countries that allow for
this. Formal agreements
and collective bargaining
can protect employees and
safeguard their rights

Child Labor

5

HR

CONTENTS

Operations & suppliers
identified as having
significant risk for
incidents of child labor,
and measures taken
to contribute to the
effective abolition of
child labor

Compliance

Direct impact on our business
and stakeholders
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Material

Within and outside
our operations as it
relates to our supply
chain

Direct impact on our business
and stakeholders

Within and outside
our operations as
it relates to our
suppliers

In order to ensure human
rights are upheld, we make
sure to communicate with our
employees on their importance
and how they relate to our
code of conduct. We make
sure to keep our employees
informed in order to avoid
any violations - this includes
our security staff, as they are
an important aspect of our
operations, are constantly onsite and therefore have a high
potential to prevent and report
any violations

Notes

Forced or
Compulsory
Labor

6

HR

Operations & suppliers
identified as having
significant risk for
incidents of forces
or compulsory labor,
Compliance
and measures taken
to contribute to the
elimination of all forms
or forced or compulsory
labor

Security
Practices

HR

7

Percentage of security
personnel trained
in the organization's
human rights policies
or procedures that are
relevant to operations

8

Total number of
incidents of violations
involving rights of
indigenous peoples and
actions taken

Compliance,
Our People

Material

Indigenous
Rights

HR

CONTENTS

Immaterial

We do not own or lease land
in areas with indigenous
populations or that have
indigenous rights therefore
this is not applicable to our
operations
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Assessment

9

HR

Total number &
percentage of
operations that have
been subject to human
rights reviews or impact
assessments

Compliance

Material

Within our operations

Human rights are vital to us
and we strive to uphold human
rights in all our operations.
Therefore, we assess our
operations' compliance
with international laws and
conventions related to human
rights to ensure there are no
violations in our operations or
supply chain. Human rights
violations can impact our
operations and stakeholders
negatively, which is why they
are important for us to keep
track of and prevent

Compliance

Material

Outside our
operations as it relates
to our supply chain

Direct impact on our business
and stakeholders

Material

Within and outside
our operations as it
relates to our supply
chain

Direct impact on our business
and stakeholders

Within and outside
our operations as it
relates to our supply
chain

Given that we place high value
on Human Rights, we ensure
that our stakeholders are
aware of the channels available
to report any discrimination
cases in order for us to
investigate and remedy them.

Supplier
Human Rights
Assessment

HR

Percentage of new
suppliers that were
10
screened using human
rights criteria

HR

Significant actual &
potential negative
11 human rights impacts
in the supply chain and
actions taken

Compliance

All new suppliers
are evaluated

Human Rights
Grievance
Mechanisms

Number of grievances
about human rights
impacts files, addressed,
12
Compliance
and resolved through
formal grievance
mechanisms

HR

CONTENTS

Material
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Material

Inside and outside
our operations
in the countries
where we are able
to have a projects
on the ground. The
percentage comes
from operations that
have projects on the
ground out of all
operations where
we have the ability
to have sustainability
projects.

Aramex strives to leave a
positive impact in all areas
in which we operate - we
believe it is vital to engage
with local communities and
empower them. Our social
and sustainability initiatives
impact the community's
well being and enhances
our relationships with our
stakeholders

Our community
beneficiaries
exclude children,
students, startups
and interns (which
are accounted for
separately).

Society
Local
Communities

1

SO

2

SO

Percentage of
operations with
implemented
local community
engagement, impact
assessment, and
development programs

Sustainability

Operations with
significant actual or
potential negative
impacts on local
communities

Immaterial

Given the nature of our
operations, since we do not
operate any factories or
manufacturing facilities that
pose health risks, nor do we
mine or extract resources, we
ensure that our operations do
not pose any negative social
impacts and have mechanisms
in place to report any issues or
concerns.

Material

Corruption can have significant
legal and financial implications,
as well as a negative impact
on our stakeholders and on
the areas in which we operate,
which is why Aramex's
compliance and internal
audit functions are dedicated
towards the reduction of risks
related to corruption

Anti-Corruption

3

SO

CONTENTS

Total number and
percentage of
operations assessed
for risks related
to corruption and
the significant risks
identified

Compliance

Within our entire
operations
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Stakeholder Engagement (continued)
Material
Aspects

Section

4

SO

Communications
and training on anticorruption policies and
procedures

Compliance,
Governance,
Our People

Materiality

Material

Aspect Boundary

Within our entire
operations

Notes on Materiality

Notes

Corruption can have significant
legal and financial implications,
as well as a negative impact
on our stakeholders and on
the areas in which we operate,
which is why Aramex's
compliance and internal
audit functions are dedicated
towards the reduction of risks
related to corruption and
ensuring that our employees
are trained and aware of our
code of conduct and anticorruption policies

SO

5

Confirmed incidents of
corruption and actions
taken

6

Total value of political
contributions by
country and recipient/
beneficiary

7

Total number of
legal actions for
anti-competitive
Compliance
behavior, anti-trust, and
monopoly practices and
their outcomes

Compliance

Material

Within our entire
operations

Given the importance of
keeping our operations
corruption-free, we have
formal channels to report any
cases, and a comprehensive
procedure to investigate
and take action against
perpetrators

Within our entire
operations

We have strict policy against
giving political contributions
to governments, as we do
not affiliate ourselves with
any political or governmental
system

Public Policy

SO

Governance

Material

Anticompetitive
Behavior

SO

CONTENTS

Material

Within our entire
operations

Direct impact on our business
and stakeholders

In 2015, we did
not have any
legal actions for
anti-competitive
behavior, anti-trust,
and monopoly
practices filed
against us
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Within our entire
operations

Direct impact on our business
and stakeholders

In 2015, we didn't
receive any fines
or non-monetary
sanctions for
non-compliance
with laws and
regulations, since
we did not face
any issues of noncompliance

Compliance

8

SO

Monetary value of
significant fines &
total number of nonmonetary sanctions for
non-compliance with
laws and regulations

Compliance

Material

Supplier
Assessment
for Impacts on
Society

SO

9

Compliance

Material

Outside our
operations related to
our supply chain

It is in line with our values
and sustainability to ensure
that our supply chain does
not bear negative social
impacts. Therefore, we began
evaluating our suppliers on
matters related to our code of
conduct, which include social
issues such as human, labor
and child rights

SO

Significant actual and
potential negative
10 impacts on society in the Compliance
supply chain and actions
taken

Material

Outside our
operations related to
our supply chain

Direct impact on our business
and stakeholders

Material

Within and outside
our operations as it
relates to our supply
chain

Direct impact on our business
and stakeholders

Percentage of new
suppliers that were
screened using criteria
for impacts on society

All New suppliers
were screened

Grievance
Mechanisms
for Impacts on
Society
Number of grievances
about impacts on
society filed, addressed,
11
and resolved through
formal grievance
mechanisms

SO

CONTENTS

Compliance
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Stakeholder Engagement (continued)
Material
Aspects

Section

Materiality

Aspect Boundary

Notes on Materiality

Notes

Product
Responsibility
Customer
Health and
Safety

PR

PR

1

Percentage of significant
product and service
categories for which
health & safety impacts
are assessed for
improvement

2

Total number of
incidents of noncompliance with
regulations and
voluntary codes
concerning the health
and safety impacts of
products and services
during their life cycle,
by type of outcomes

Immaterial

We do not produce any
products or services that
require health and safety
impact assessment

Immaterial

We do not produce any
products or services that
require health and safety
impact assessment

Product
and Service
Labeling

3

PR

4

PR

CONTENTS

Type of product &
service information
required by the
organization's
procedures for product
and services information
and labelling, and
percentage of significant
product and service
categories subject
to such information
requirements
Total number of
incidents of noncompliance with
regulations and
voluntary codes
concerning product
and service information
and labeling, by type
of outcomes

We do not produce any
Immaterial

Immaterial

products or services that
require specific labeling

We do not produce any
products or services that
require specific labeling
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Stakeholder Engagement (continued)
Material
Aspects

Section

5

PR

Results of surveys
measuring customer
satisfaction

Our Customers

Materiality

Aspect Boundary

Notes on Materiality

Material

Within our entire
operations and
outside
as it relates to
our customers

Customer satisfaction
is important to Aramex.
Therefore, measuring
customer satisfaction through
these surveys allows us
to know more about our
services and identify any gaps
or needs for improvement
in order to maintain positive
long term relationships with
our customers

Material

Within our entire
operations and
outside as it relates
to the international
and national laws and
regulations

We have strict policies against
the sale or transportation of
banned or disputed product
and we have controls to
ensure shipment contents

Material

Outside our
organization as it
relates
to international and
national laws and
regulations

Direct impact on our business
and stakeholders

Material

Within our
organization
and outside
as it relates to
our customers

Direct impact on our business
and stakeholders

Material

Within our
organization and
outside as it relates
to our customers and
international and
national laws and
regulations

Direct impact on our business
and stakeholders

Notes

Marketing
Communications

PR

PR

6

Sale of banned or
disputed products

7

Total number of
incidents of noncompliance with
regulations and
voluntary codes
concerning marketing
communications,
including advertising,
promotion, and
sponsorship, by type of
outcomes

8

Total number of
substantiated
complaints regarding
breaches of customer
privacy and losses of
customer data

9

Monetary value of
significant fines for
non-compliance with
Compliance,
laws and regulations
Our Customers
concerning the provision
and use of products and
services

Compliance

Compliance

Customer
Privacy

PR

Compliance,
Our Customers

In 2015 we did not
have any cases

Compliance

PR

CONTENTS
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Compliance
Aramex’s Compliance Program strives to ensure that Aramex
maintains a culture of respect, honesty and integrity. By
providing a framework for the management of compliance
issues, the program helps ensure that each employee is able
to recognize and avoid situations that might compromise
Aramex’s integrity. The program has the support of leadership,
demonstrated by a reporting structure that gives Aramex’s
Compliance Function direct access to senior leadership
and the Board. The program has been created to provide
the support and tools necessary to fulfill expectations that
every staff member acts with honesty and integrity while
performing their work.
Aramex’s code of conduct sets forth our endeavor to build an
organizational culture that guides our actions and decisionmaking in a way that is rooted in what is fair and ethical, and
what promotes a dignified life for all people. Aramex’s code
of conduct is the platform that paves the way for operating
globally and interacts with our employees, agents, suppliers,
customers and all our stakeholders, resulting in:
• Accountable, transparent, respectful, fair and professional
business practices.
• Reliability and integrity of financial and operational
information.
• Safeguarding of assets.
• Compliance with laws, regulations, policies, procedures and
contracts.

Moreover, with the assistance of a reputable independent audit firm,
Aramex has expounded the code of conduct into single policies to ease
the incorporation of compliance into day-to-day working practices and to
enhance the internal learning process. The single policies are as follows:
a.
b.
c.
d.
e.
f.
g.
h.
i.
j.
k.
l.

Trade Compliance.
Improper gifts entertainment and payments.
Legal Licensing.
Human and labor rights.
Conflict of interest.
Anti-competition and anti-trust.
Confidentiality.
Charitable donations and sponsorships.
Money laundering.
Due Diligence.
Non-discrimination and equal opportunity.
Political contributions and involvement.

• Healthy and sustainable growth of business.
• Incorporation of compliance into the day-to-day operations
in every aspect of the business (i.e. culture, people,
communication, policies, procedures, governance and
strategy).
• Safe, equitable, secure, fair and healthy working conditions.

Where policies, procedures and internal controls do not offer clear
guidance for a particular course of action, employees and leaders are
expected to honor the spirit of the code or to seek advice.
The aforementioned policies and the code of conduct are easily
accessible internally and externally. In an effort to ensure better
understanding and implementation of Aramex’s code of conduct, we
have managed to implement classroom and online training for 56% of
our employees during 2015. This training has been given regularly in the
past years, and will continue to be provided in 2016.

(G4-56) (G4-57) (G4-58) (G4-EN33) (G4-EN32) (G4-LA14) (G4-LA15) (G4-HR1) (G4-HR5) (G4-HR6) (G4-HR9) (GR-HR10) (G4-HR11) (G4-HR12) (G4-SO3)
(G4-SO4) (G4-SO5) (G4-SO7) (G4-SO9) (G4-SO10) (G4-SO11) (G4-PR6) (G4-PR7) (G4-PR8) (G4-PR9)
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Compliance (continued)
2015 Risk and Compliance
training summary
Total Headcount

Class Room Training

Online Training

Total

%

16,193 3

7,068

1,965

9,033

56%

* Classroom training is conducted by either a compliance team member, or a local trainer who has been trained by the compliance team.

We have demonstrated our genuine belief in our code of
conduct by complying with international and national
regulations and standards, which include (but are not
limited to):

It is anticipated that unknown or underappreciated issues may still exist, so it
is important to note that the program’s process of assessing and prioritizing
compliance threats is ongoing and dynamic, allowing for strategic changes
during the Work Plan year as unforeseen threats emerge.

• The World Economic Forum’s Partnering Against Corruption
Initiative (PACI) which was launched in 2004 with the aim
of consolidating industry efforts to fight corruption.

This is an exciting time for the program, as existing management systems are
increasingly utilizing this as a key resource. We will continue to enhance the
Program and spread awareness while concentrating on active assessment and
monitoring of compliance risks.

• UK bribery act.
• U.S foreign corruption practice act (FCPA).
• AccountAbility principles standards AA1000.
• International Labor Organization (ILO).
• UN Declaration on Human Rights.

We are committed to upholding human rights in all of our locations. As part
of this commitment, we assessed all Aramex locations and operations across
the globe for risks related to human and labor rights violations, as well as risks
related to corruption. The Aramex security team has received code of conduct
training, including a comprehensive section about human and labor rights. While
we do not offer training to suppliers or customers, we are in the processes of
adding human rights clauses, along with other code of conduct related clauses,
to our contracts, as well as in the form of a questionnaire to suppliers and
subcontractors, including any third party security providers.

• Environmental standards.
• Other international and local laws.
In 2015, our compliance program continued to refine its
infrastructure, address active compliance issues, create new
policies to minimize risk and enhance formal and informal
lines of communications in order to foster a culture of
compliance at Aramex.

3

In 2015, we continued to implement our Supplier Evaluation Form, which surveys
our suppliers’ compliance-related issues including human and labor rights, anticorruption and bribery. This form also assesses social and environmental criteria
such as the application of environmental management systems and community
engagement. Moreover, we ensured the evaluation of major new suppliers with
the use of a supplier evaluation questionnaire. Since June 2013, Aramex’s key
locations are dedicated to utilizing the suppliers’ questionnaire during the
commencement process. Furthermore, we circulated this questionnaire to our
major current suppliers and are planning to expand our coverage through 2016.

Total headcount includes direct and indirect employees, more details can be found in the Appendix

(G4-HR10) (G4-HR11) (G4-HR12) (G4-HR5) (G4-HR6) (G4-HR7) (G4-EN32) (G4-EN33) (G4-EN34) (G4-LA14) (G4-SO3) (G4-SO4) (G4-SO5) (G4-HR1) (G4-HR2)
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Compliance (continued)
The purpose of this questionnaire is to ensure that our
suppliers and subcontractors are in compliance with
internationally-recognized human and labor rights, anticorruption and bribery laws and standards in all of their
business and non-business areas. Where we find gaps in the
application of such controls, we work with the suppliers to
set plans to amend them. Moreover, we make sure that we
share our policies against the use of forced or child labor with
our business partners, and to raise awareness on the matter
throughout our business circles.
We should conclude this exercise towards the end of 2016. We
plan to extend this evaluation to include a third party audit
mechanism for our suppliers to ensure their compliance. Also,
we engaged with a reputable service provider during 2015
to screen our existing supplier database against global trade
compliance sanctions and export controls.
To the best of our knowledge, there have been no cases of
human rights, child labor or compulsory and forced labor
violations within our supply chain. In addition, in 2015, we did
not have any human rights, forced or child labor grievances or
concerns related to our operations. Furthermore, we are not
aware of any concerns of human rights, forced or child labor
violations related to our suppliers and did not receive any
through our formal grievance channels, nor did we identify
or receive any complaints of negative social impacts due to
our operations or in our supply chain. We did not identify any
issues of significant negative impacts on the environment,
beyond the emissions that result from the use of airlines,
sea lines and road freight to transport our shipments and
provide services to our clients. We account for these impacts
along our supply chain through our calculation of our scope
3 carbon footprint and are actively working to reduce our
emissions and environmental impacts - read more about our
environmental commitments on page 48.

Whistle-blowing Policy
Aramex’s whistle-blowing policy provides guidelines to Board Members, employees,
customers and stakeholders to report any cases of possible fraud, irregularities
and grievances related to our code of conduct or social and environmental
performance at Aramex. We encourage our employees and stakeholders to use the
whistle-blowing system and provide sufficient training for them to report on any
incidents that they encounter. For external concerns and complaints, we have a
dedicated email for the general public to use in order to report any issues - these
are dealt with by the same mechanism as internal grievances.
Cases that are reported by Aramex’s whistle-blowing system are dealt with
immediately by an independent committee. The investigation process involves
an internal committee to reach the ultimate decision. After the investigation is
complete, the HR representative will discuss the results of the investigation with
the complainant and the accused. Should any party be dissatisfied, they have
the right to appeal within 10 working days from the date of the investigation
being completed. This appeal will be forwarded to the Regional HR Manager
and Regional Area Manager. There are a number of corrective actions that are
undertaken depending on the case. These range from, but are not limited to:
oral warning, suspension without pay, requirement to undertake business ethics
training or any other related training deemed necessary, loss of employment,
civil and criminal liability or local legal action.

(G4-LA15) (G4-EN32) (G4-EN33) (G4-EN34) (G4-LA15) (G4-HR2)
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Associations and
certifications*
We belong to a wide array of industry forums, NGOs and
foundations. These range from membership of international
bodies such as the World Economic Forum (WEF), through to
being IATA-approved freight agents and a founding member
of the Express Global Distribution Alliance (GDA).

Memberships
Freight

Logistics and Ground
Operations

International Air Transport Association (IATA)

We are IATA-approved agents with individual CODE/
CASS numbers in Algeria, Bahrain, Bangladesh,
Canada, China, Cyprus, Czech Republic, Egypt,
Ethiopia, France, Germany, Ghana, India, Indonesia,
Iran, Iraq, Ireland, Jordan, Kuwait, Lebanon, Libya,
Malta, Mauritius, Morocco, Nepal, Netherlands,
Oman, Qatar, Saudi Arabia, Shanghai, Singapore,
Slovakia, Sri Lanka, Sudan, Switzerland, Syria, Turkey,
UAE, UK, USA, and Vietnam. Some main stations are
individual members, while the remaining stations are
in the process of becoming IATA-approved.

The International Air Cargo Association (TIACA)

Member

Fédération Internationale des Associations de Transitaires
et Assimilés/International Federation of Freight Forwarders
Associations (FIATA)

Founder

World Freight Alliance (WFA)

President

Freight Forwarding Syndicate

Member

Fenex

Member

Supply Chain and Logistics Group

Member

* Excludes local memberships
(G4-15) (G4-16)
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Associations and certifications (continued)
Memberships
Express

Global Distribution Alliance (GDA

Founder

Express Delivery and Logistic Association

Member

Business Improvement and
Efficiency

BSI Registered (British Standards Institute)

Member

Security

Transported Assets Protection Association (TAPA) – Jordan

Member

Transportation Security Association (TSA) – USA

Aramex is an indirect air carrier

Customs Trade Partnership Against Terrorism (C-TPAT) – USA /
Customs Dept.

Aramex NYC is a member

Department for Transport (DfT) – UK

TwoWay and Priority are listed agents

Environment

Arab Forum for Environment and Development (AFED)

Member

Others

KAMCO: Brokerage – USA

Member

ABANA: Association of Arab
Banks for North America

Member

MCAA: Messenger Courier Association of America

Member

CONTENTS
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Associations and certifications (continued)
Forums, Foundations, Associations, and NGOs

INJAZ

INJAZ al-Arab covering the Middle East

United Nations Global Compact (UNGC)

Members since 2007, we are now involved in human rights, anti-bribery, and anticorruption
working groups

United Nations Caring for Climate

Signatories

World Economic Forum (WEF)

Global Corporate Citizenship Initiative Advisory Committee Partnering Against Corruption
Initiative (PACI) Sustainability work stream working on Supply Chain De-carbonization

The Arab Foundation for Sustainable Development “Ruwwad”

Founder

The American Chamber of Commerce in Jordan (AmChamJordan)

Member

World Trade Center

Jordan Chapter Member

Jordan European Business Association (JEBA)

Member

Global Reporting Initiative

Organizational Stakeholder

Arab Sustainability Leadership Group

Part of the founding group

Chambers of Commerce in all countries of operations

Member

Women Against Violence Conference – Amman- Jordan
Women Against Violence Association (WAV)
(www.womenav.org)

Supporter

Arab Distributors Conference in Lebanon

Member

Digital Opportunity Trust DOT

Board Member

CONTENTS
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Associations and certifications (continued)
Certifications

ISO 14001 Environmental Management Systems (22 locations)

OHSAS 18001 Occupational Health and Safety Management Systems (21 locations)

ISO 9001 Quality Management Systems (27 locations)

Leadership in Energy and Environmental Design (3 locations)

The International Standard for Service Excellence (5 locations)

CONTENTS
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Reporting
Process
This is Aramex’s sixth integrated report, combining our
financial and non-financial data for the calendar year 2015.
Our reporting process displays a robust and focused
coverage of the various aspects of our operations and
management techniques.
The report has been prepared with the comprehensive option
of the GRI G4 Guidelines. With this report, we aim to cover
topics of stakeholder interest, while improving our integration
of financial and non-financial data. For more information on
this guideline, refer to the GRI Content Index.

Scope of the report
Determining our priority issues
Materiality: We have sought to cover all topics that would
substantively influence the assessments and decisions of
stakeholders, providing a wealth of information concerning the
organization’s compliance as well as any significant economic,
environmental and social impacts. This report is not only for the
sake of our stakeholders, but is also a tool we use to measure
and monitor our operations. Therefore, we identified priority
issues for our operations, and crossed checked those with the
aspects prioritized by our stakeholders. This determined our
material topics and their scope.
Moreover, these topics include major issues reported on by
our peers, under broadly-accepted standards and guidelines
including the GRI G4 Reporting Guidelines and the GRI
Logistics and Transportation Sector Supplement regulations
and laws in our countries of operation. They also examine
critical factors for enabling success, including our corporate
culture, the state of existing systems within the company,
and the potential of our core competencies to contribute to
sustainable development.

We carefully assessed where each aspect’s boundary lies, by analyzing
the aspect and its impact on our stakeholders, to determine whether the
impacts occur within or outside our organization, or both. For aspects
whose boundaries occur within our operations, this includes all entities,
except our franchisees. Aspect boundaries, whether within or outside of
operation occur across all geographical locations.
Stakeholder inclusiveness: We have meticulously ensured that we
identify and engage with our stakeholders through different channels
and efforts. We believe that we have accurately identified all of our key
stakeholders and have sought to explain the ways in which we engage
them, our understanding of their interests and expectations, and the
details of our related responses. To ensure full stakeholder engagement
throughout our reporting process, we asked key stakeholders to weigh
in on what aspects are most important to report on, according to their
perspective. We kept this input in mind and made sure to comprehensibly
report on all aspects that are significant to our stakeholders and relevant
to our industry. Moreover, we held four stakeholder engagement and
consultation workshops in which our stakeholders worked closely with
us and a third party consultant to determine material issues and provide
feedback on our sustainability efforts and report. For more details on
our stakeholder engagement efforts please refer to the stakeholder
engagement section, page 59.
Sustainability context: We have examined global trends towards
sustainability alongside the regional and local contexts in which we
operate, identifying the different priorities among these contexts, and
communicating how we have attempted to address these issues from
multiple perspectives.

(G4-DMA) (G4-18) (G4-19) (G4-20) (G4-21)
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Reporting Process (continued)
Ensuring Quality in our Sustainability Reporting: We utilize
the GRI Reporting Principles for Defining Quality, including the
following elements:
• Balance: We have achieved balance by reporting and
evaluating our performance based on material issues and
future targets, presenting both our positive performance,
as well as focus areas that require improvement and
re-evaluation.
• Comparability: We have provided year-on-year data and
followed GRI Indicator Protocols wherever appropriate.
• Accuracy: We aim to achieve maximum accuracy in our
data, and always clearly identify where estimations or
limitations in our published figures exist.
• Timeliness: We are now committed to reporting our
sustainability performance on an annual basis.
• Clarity: Throughout the report, we clearly illustrate our
sustainability performance and related projects. This
year we measured against the targets established by
previous reports.

Limitations: In general, Aramex utilizes the services of transportation
providers, such as airlines, instead of maintaining heavy assets itself.
The company also leases the majority of its vehicles (although it does
maintain a small fleet of its own). Aramex also sub-contracts the pickup
and delivery of express packages to local companies in certain markets
– most notably India. At present, our fuel consumption calculations (from
which emissions are derived) include only fuel used for our owned and
leased vehicles.
Moreover, we actively measure our scope 3 emissions, which account
for emissions that take place outside our company as a direct result of
our operations.
Data Measurement Techniques: Unless otherwise stated, indicators
provide global coverage, subject to the reporting boundaries and
limitations outlined above. The precision of different indicators may
vary, however. For example, the company already has in place strong
management and information systems for financial and human resources
data, which leads to greater accuracy in these areas. Data measurement
necessarily involves some level of estimation; wherever estimations occur,
we have provided an explanation, including the level of accuracy and
approach to data collection used to produce the relevant indicator.

• Reliability: This report has undergone third-party
assurance, according to the parameters expressed in the
assurance statement.
The Aramex Carbon Footprint Report: Released for the
first time in 2010 and augmented by this Annual Report, the
Aramex Carbon Footprint Report provides a comprehensive
and transparent review of our total emissions. In calculating
our carbon footprint, we have adhered to the principles
contained in the Greenhouse Gas (GHG) Protocol accounting
tool developed by World Business Council for Sustainability
Development (WBCSD) and World Resources Institute (WRI).
Moreover, we utilize an operational control approach to
measure our emissions.
Reporting boundaries: Unless otherwise indicated, the data
in this report covers all our operations in all regions. The only
exceptions being our franchise operations; while the financial
data presented includes our proceeds from franchises, it
does not include human resource data from franchisees.
The financial data in this report has been generated using
audited figures drawn from our financial statements, and
has undergone third-party verification according to the
parameters expressed in the auditor’s statement.
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Comprehensive
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Assurance Letter, 120
The sustainability report is a tool used not
only to inform our stakeholders, but also
as a tool for us to monitor our operations,
it is important for us to have external
assurance on our material KPI's. It has been
our policy to seek third-party assurance for
KPI's that are related to/ and occur within
our direct operations. The CSO is highly
involved in the process of seeking third
party assurance for the report

Governance
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Governance, 15
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Governance, 15
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Governance, Chief Sustainability Officer, 15
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Governance, 15
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G4-EN19

Environment, 52

G4-EN20

Immaterial
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UNGC and SDG Index
Principle

Section

Human Rights
1

Our People, Compliance

2

Our People, Compliance

Labor
3

Our People, Compliance

4

Our People, Compliance

5

Our People, Compliance

6

Our People, Compliance

Environment
7

Sustainability, Our Environmental Commitment

8

Sustainability, Our Environmental Commitment

9

Sustainability, Our Environmental Commitment

Anti-Corruption
10

Compliance

Sustainable Development Goals
Goal

Section

Quality Education

Youth Education and Empowerment

Decent Work and Economic
Growth

Our people, Entrepreneurship

Climate Action

Our Environmental Commitment

Partnerships for the Goals

Sustainability, Sustainability Support and Advocacy
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Appendix
Breakdown of new hires by
region, gender, age and team
New Hire per Region Per Age

Age

18-25

Gender

26-40

Above 41

Male

Female

Male

Female

Male

Female

Africa

4%

2%

14%

3%

1%

0.3%

Europe & North America

1%

1%

2%

1%

1%

0.5%

Far East, Asia, Indian Subcontinent & Australia

2%

1%

5%

1%

1%

0.1%

21%

7%

26%

4%

2%

0.1%

GCC & Levant

New hires per team
OPERATION

60%

Customer Relation Management

27%

Human Resources

2%

Accounting and Finance

6%

Administration and Management

4%

IT

2%

(G4-LA1) (G4-11) (G4-10)
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Appendix (continued)
Direct vs. Indirect Employees
Year

2013

2014

2015

Indirect

2,220

3,512

4,160

11,649

12,943

13,860

Direct

Fatalities breakdown
by gender and location
Africa

2

Europe & North America

0

Far East, Asia, Indian Subcontinent & Australia

2

Males

GCC & Levant

1

Male

Males

(G4-LA6) (G4-LA 1)
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Appendix (continued)
Ratios of standard entry level wage
by gender at significant locations of
operation
Country

Local Currency/ Month

Ratio (Female to Male Wage)

Female

300 (JOD)

1.25

Male

240 (JOD)

1

Female

566.09 (JOD)

1.03

Male

551.94 (JOD)

1

Female

4,967 AED

1

Male

4,967 AED

1

Female

7,351 (AED)

1.17

Male

6,259 (AED)

1

Jordan

Entry Level

5-Years’ Experience

UAE

Entry Level

5-Years’ Experience

(G4-LA13)
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Appendix (continued)
Country

Local Currency/ Month

Ratio (Female to Male Wage)

Female

7,095 (ZAR)

1

Male

7,095 (ZAR)

1

Female

1,2047 (ZAR)

1

Male

1,2047 (ZAR)

1

Female

20168 (INR)

1

Male

20168 (INR)

1

Female

29,595 (INR)

1

Male

29,595 (INR)

1

Female

1,348 (EGP)

1

Male

1,348 (EGP)

1

South Africa

Entry Level

5-Years’ Experience

India

Entry Level

5-Years’ Experience

Egypt

Entry Level

(G4-EC5)
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Appendix (continued)
Country

Local Currency/ Month

Ratio (Female to Male Wage)

Female

1,882 (EGP)

1

Male

1,882 (EGP)

1

5-Years’ Experience

Ratios of local minimum wage by
gender compared to standard entry
level wage
Local minimum wage

Aramex Entry Wage

Jordan
Male

1

:

1.26

Female

1

:

1.58

Male

1

:

1

Female

1

:

1

Lebanon

UAE
N/A

No minimum wage specified by law

Egypt
Male

1

:

4

Female

1

:

4

Male

1

:

1.6 - 2.5

Female

1

:

1.6 - 2.5

India
Depending on region

South Africa
N/A

No minimum wage specified by law

(G4-EN1) (G4-EN2) (G4-EC5)
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Appendix (continued)
Material Use
Material

Unit

Paper

120,547.20

Recyclable

Pouches

52,896,424

degradable

AWB

10,333

Recyclable

Envelope

14,099

Recycled/ Recyclable/ Reusable

Flyers

30,399

Recycled/ Recyclable

Labels

5,416

Recycled/ Recyclable

Stickers

5,418

N/A

Tape

2,617

N/A

Bag Seals

3,701

N/A

box

48,199

N/A

Pack

12,579

N/a

16

N/A

BAG TAGS

Total

53,149,748.2

Waste recycled
Paper
(Reams)

Plastic
(KG)

Aluminum
(KG)

Cardboard
KG)

Packaging
(KG)

Envelopes
(KG)

Electronics
(KG)

Wood
(KG)

Other
(KG)

Plastic Wrap
(units)

TOTAL

45,600

660

350

20,250.4

150

230

140

11,000

8,696

960

88,036

(G4-EN10) (G4-EN1) (G4-EN2) (G4-EN 23)
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Our Performance
Aramex PJSC and its subsidiaries
Consolidated Financial Statements
31 December 2015

(G4-9) (G4-EC1) (G4-EC3)
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Financials
Aramex PJSC and its subsidiaries
Consolidated Financial Statements
31 December 2015

(G4-17)
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