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CPH again wins the award 
for the “World’s Best 
Security” and “Best Airport 
in Northern Europe”
For the second consecutive year, Security Service at Copenhagen 
Airport has been rated the world’s best. The award, presented 
Wednesday night, was based on a worldwide airline passenger 
satisfaction survey. Copenhagen Airport also retained the title 
as “Best Airport in Northern Europe”.

CPH’s head of security, Johnnie Müller, with this year’s Skytrax 
award for the world’s best airport security processing

The annual Skytrax awards, based 
on surveys of how 12.8 million pas-
sengers rate 410 airports worldwide, 
were presented in Barcelona on 
Wednesday evening. Copenhagen 
Airport was called up twice to receive 
two of the prestigious awards.

The motivation for the award for the 
“World’s Best Security Processing” 
weighs not only security, but also 
staff service. That makes it all the 
more remarkable that Copenhagen 
Airport has now won the award two 
years in a row ahead of a number 
of Asian airports that are known for 
their very high levels of service and 
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have won this 
award for a num-

ber of years.

At eye level
“Obviously, our 

priority is to maintain 
security at the highest 

level, but our ambition 
is also to offer a high 

level of service, meeting 
passengers at eye level. For 

this reason I am very proud 
that our employees have 

been awarded this recognition 
for the world’s best secu-

rity processing,” said Thomas 
Woldbye, CEO of Copenhagen 

Airport.

“Welcoming” and “efficient” are 
two designations used by Skytrax in 

both years for the security screening 
staff at Copenhagen Airport.

“Copenhagen Airport is beginning to 
develop real strength in winning this 

Best Airport Security Processing award, 
and the meticulous procedures put in 

place by the airport management are 
clearly having a positive impact on custom-

er satisfaction,” said Edward Plaisted, 
CEO of Skytrax.

“Airport security is an essential and 
unavoidable aspect of the passenger 
experience, and whilst the primary 
focus is to process customers as ef-
ficiently as possible, Copenhagen Air-
port security staff do seem to embody 
the notion of service with a smile and 
this is clearly being appreciated by its 
passengers,” added Plaisted.

Passengers should feel welcome
“Every day, we work hard to make 
passengers feel welcome, offering a 
combination of security, quality and 
service, and our passengers recognise 
this. It’s an important acknowledge-
ment of the commitment of all our 
employees, one that we should be 
proud of and must continue to live 
up to. We have now beaten the 
Asian airports on their home turf for 
the second consecutive year. To me 
that means that our passengers have 
bought into our concept in which 
“welcoming” and “efficient” are key 
words,” said Johnnie Müller, head 
of Security Services at Copenhagen 
Airport.

Facts

Copenhagen Airport achieved the 
following top 10 positions in this year’s 
Skytrax

•	 	No.		1	”World’s	Best	Security”

•	 	No.		1	”Best	Airport	in	 
Northern	Europe”

•	 	No.		2	”The	World’s	Best	Airports	
serving	20-30	million	passengers”	

•	 	No.		3	“Best	Airport	 
Staff	Europe”	

•	 	No.		6	”Best	Airport	 
in	Europe”

•	 	No.		8	”The	World’s	Best	
Airport	for	Transit	
Passengers”

•	 	No.		8	”The	World’s	Best	
Airport	for	Leisure	
Amenities”	 
(no.	3	in	Europa)	

•	 	No.		9	”The	World’s	
Best	Airport	for	
Dining”	 
(no.	5	in	Europa)

Best Airport in Northern Europe
Copenhagen Airport was also once 
again rated “Best Airport in Northern 
Europe”. This is the third time in the 
five years this award has been given 
that Copenhagen Airport takes the 
first place.

“From a customer service perspective, 
Northern Europe is one of the most 
competitive global regions with high 
standards recorded across all airports 
in this region. Copenhagen Airport 
manages to combine a very competi-
tive staff service quality with good 
process efficiency and passenger 
facilities, and clearly this is reflected in 
the final results of the survey,” added 
Edward Plaisted.

“We are never better than our cus-
tomers’ experience, and we are there-
fore pleased to receive international 
awards because it confirms that we 
are offering the right services to both 
passengers and airlines. We endeav-
our to be a good and attentive host 
who listens to customer demands, 
and I feel we are getting credit for 
this work with these two awards,” 
said Thomas Woldbye.
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The illustration shows what 
Copenhagen Airport will look 

like in the future

Copenhagen Airport 
must be able to handle 
40 million passengers 
annually
In January CPH presented its detailed vision for the expansion of 
Copenhagen Airport: to handle up to 40 million passengers annually, 
almost twice the current number. A prerequisite for the company’s 
plans, which reach roughly 25 years into the future, is that companies, 
organisations, municipalities and the region are able to attract future 
business investment and tourists in much greater numbers than today. 

“Our growth vision, Expand-
ing CPH, is to prepare our-

selves to handle almost twice 
as many passengers as we do 

today when it becomes neces-
sary: between 24 million and 40 

million passengers per year. And it 
is not only that a bigger airport will 

be better for the region: it’s actually 
a necessity if we want to ensure that 

Copenhagen Airport will continue to 
be the strongest hub in northern Eu-

rope, also in the future,” said Copen-
hagen Airport CEO Thomas Woldbye 

when he presented the expansion plans.

Unlike many of its competitors on the 
European continent, Copenhagen Airport 

is not planning to build a new, separate ter-
minal. On the contrary, the plan is to increase 

the capacity of the existing terminal complex 
in a phased process.

“In our opinion, building new, separate terminals 
is not an optimal solution. A phased expansion 

offers several advantages. Eighteen months of 
analysis work has shown us that, with this ap-

proach, we can avoid building excess capacity 
Secondly, it allows us to keep the airport’s compact 

layout ‘under one roof’, which is important. Thirdly, 
a phased expansion allows us to adjust our process to 

match the increase in traffic and let us make use of the 
latest technology,” said Woldbye.
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Intercontinental 
growth

One of the first steps 
will be the development 

of more capacity for 
intercontinental routes.

“Our analyses show that 
the level of about 40 million 

passengers per year, pro-
vides the basis for about 40 

intercontinental routes out of 
Copenhagen, which is 16 more 

than today. Over the past five 
to six years, we have improved 

our international competitive 
position substantially with nine 

new intercontinental routes, so the 
first part of the expansion will focus 

on providing more capacity for the 
big aircraft used for these services. 

We will begin expanding Pier C as 
early as 2014. This pier is used for non-

Schengen and intercontinental traffic,” 
Woldbye explained.

More jobs
Forty million passengers will also mean more 

jobs. Copenhagen Airport is already the 
workplace of 23,000 people. According to 

international surveys, the additional 16 million 
passengers will generate an additional 16,000 

jobs at the airport, bringing the total number of 

jobs in the airport area to more than 
40,000. There will be more work to 
do for a number of support functions 
as well, corresponding to about 8,000 
jobs outside the airport area. This 
means a total of 24,000 new jobs.

“These figures don’t take into ac-
count the indirect job effects of 
incoming tourists when they stay at 
hotels, eat at restaurants, use public 
transport, use entertainment facili-
ties and shop in both Denmark and 
southern Sweden. And then there’s 
the impact on productivity and the 
competitiveness of the export com-
munity, along with a number of 
additional effects that will also benefit 
the economy of the region. All in all, 
these factors add up to a fantastic 
opportunity for us to create a much 
stronger and more attractive region,” 
said Woldbye.

Collaboration is necessary
In continuation of its presentation 
of expansion plans, CPH hosted a 
panel debate with representatives 
from the region and from municipali-
ties, businesses and organisations on 
both sides of the Øresund strait. The 
purpose was to bring the growth 
agenda up for discussion, and one 

thing is certain: Copenhagen Airport’s 
expansion plans will only be realised 
if the region can attract even more 
international business investment and 
tourists in future.

“We have presented a vision for the 
expansion of Copenhagen Airport, 
and we can and must build the capa-
city required to handle 40 million pas-
sengers a year. But our plan can only 
be realised if all the relevant parties in 
the region collaborate. We saw it in 
Barcelona: since hosting the Olympic 
Games in 1992, the city has turned 
into a tourist destination at the top of 
the European league, and we are cur-
rently seeing how the whole region 
around Istanbul is booming because 
the airport and airlines are collaborat-
ing with the entire region to generate 
economic growth. If everyone pulls 
together, we can also lay the founda-
tion for 40 million travellers in this 
region over the next two to three 
decades,” said Thomas Woldbye.

Read more about Expanding CPH 
here: http://www.cph.dk/en/about-
cph/profile/expanding-cph/

“We have presented a 
vision for the expansion of 
Copenhagen Airport, and 
we can and must build 
the capacity required 
to handle 40 million 
passengers a year.”
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The airport’s specialty shops, restaurants 
and bars were busier in 2013

CPH:  
Strong year 

with passenger 
record

Copenhagen Airports A/S (CPH) set a 
passenger record for the third consecutive 

year with 24.1 million travellers, resulting in 
growing revenue and a higher profit excluding 

one-off items. The growth was driven by more 
international passengers, higher parking revenue 

and growth in the hotel operation. CPH expects 
passenger numbers to continue to grow in 2014. 

The total number of passengers 
at Copenhagen Airport grew 

3.1% to 24.1 million in 2013, 
which was a passenger record for 

the third consecutive year. Revenue 
increased by 3.7% to DKK 3,644.5 
million.

In 2012, CPH sold its interest in UK-
based airport company NIAL, which 
had an extraordinary impact on profit 
for the year. As a result, reported 
profit before tax for 2013 was down 
from fra DKK 1,915.3 million to DKK 
1,171.8 million. However, profit 
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before tax excluding one-off items 
rose to DKK 1,184.2 million from DKK 
1,166.3 million.

The continuing growth clearly dem-
onstrates that CPH’s World Class Hub 
strategy is effective:

“In recent years, we have seen an 
increase in the number of interna-
tional and intercontinental passengers 
we serve, which is in line with our 
strategic focus on strengthening our 
position as a northern European hub. 
That is also the reason why, each 
year, we invest a significant amount 
in expanding the airport so it is ready 
to handle the growth we expect over 
the next few years,” said Thomas 
Woldbye, CEO of Copenhagen Air-
ports A/S.

The percentage of international pas-
sengers increased from 91.7% to 
92.1% of traffic, and intercontinental 
traffic (long-haul) was up by 3.8% 
and continued to account for 10.2% 
of traffic. Aeronautical revenue was 
up by 7.2% to DKK 2,070.9 million, 
which was mainly due to the increase 
in passenger numbers and a higher 

The number of intercontinental and 
international passengers grew in 2013

share of locally departing interna-
tional passengers.

An expanding airport
In order to accommodate the con-
tinuing growth, CPH in January 2014 
announced its ambitious expansion 
plans called Expanding CPH, which 
are the result of 18 months of analy-
sis. The growth vision is to prepare 
Copenhagen Airport to handle up to 
40 million passengers annually, almost 
twice the current number.

”Expanding CPH” is our vision for ex-
panding the airport, and it is not only 
that a bigger airport will be better for 
the region, it’s actually a necessity if 
we want to ensure that Copenhagen 
Airport will continue to be the strong-
est hub in northern Europe, also in 
the future,” said Thomas Woldbye.

Good year for parking and hotel 
operation
Non-aeronautical revenue rose 0.5%, 
partly driven by a 7.7% increase in 
revenue from the hotel operation and 
a 2.8% increase in parking revenue. 
The shopping centre saw a minor 
downturn due to the refurbishment 

of the duty- and tax-free shops in the 
first half of 2013. Excluding duty- 
and tax-free sales, revenue grew by 
13.4%, mainly driven by strong sales 
growth in the speciality shops, restau-
rants and bars following an upgrade 
of the shop offering.

Recent years’ investment in enhanc-
ing the travel experience led to inter-
national recognition. When the pres-
tigious FAB Awards were presented 
in Dubai, Copenhagen Airport won 
the awards for “best airport coffee 
shop” and “best airport chef-led 
dining” as well as the award for 
the world’s strongest airport 
event for the CPH Nordic Dining 
pop-up restaurant. Copenha-
gen Airport also received a 
number of other awards in 
2013: for the “world’s best 
security processing”, for 
being “the most efficient 
airport in Europe” and for 
being “the world’s best 
airport at route develop-
ment” in the 20-to-
50-million-passenger 
category.
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Income statement 2013 adjusted for one-off items

DKK	million	 2013	 2012	 Ch.	 Ch.	%

Revenue 3,644.5 3,515.8 128.7 3.7%

Other income 1.5 2.3 -0.8 -34.8%

Operating costs 2,260.4 2,157.7 102.7 4.8%

Operating profit 1,385.6 1,360.4 25.2 1.9%

Net financing costs 201.4 194.1 7.3 3.8%

Profit before tax 1,184.2 1,166.3 17.9 1.5%

Tax on profit for the year 198.8 303.0 -104.2 -34.4%

Net profit for the year 985.4 863.3 122.1 14.1%

Outlook
With the anticipated traf-

fic programme for 2014, we 
expect to see an increase in the 

total number of passengers. A 
positive full-year effect in 2014 

is expected from the many new 
routes opened in 2013. Traffic in 

2014 could, however, be adversely 
affected by continuing financial 

uncertainty in the Eurozone and by 
any closure of routes due to airline 

cutbacks. The increase in passenger 
numbers is expected to have a favour-

able impact on revenue. Operating costs 
are expected to be higher than in 2013, 

in other commercial projects for the 
benefit of airlines and passengers.

Depreciation charges and financial 
costs are expected to be higher in 
2014 than in 2013 as a result of the 
continuing high investment level. 
Overall, profit before tax for 2014 is 
expected to be in the range of DKK 
1,100.0 million to DKK 1,200.0, mil-
lion, when excluding one-off items. 
Operating profit before depreciation 
is projected to be higher in 2014 than 
in 2013, when excluding one-off 
items.

primarily due to the expected rise in 
passenger numbers and cost inflation, 
but this will partly be offset by our 
continuing focus on operating cost 
efficiencies.

Under the charges agreement, CPH 
must invest an average of DKK 500 
million annually but, as in previous 
years, CPH expects to invest at a level 
significantly higher in 2014 than 
what we are committed to under 
the charges agreement. However, 
the investment level depends on the 
continuing increase in total passenger 
numbers. CPH will also be investing 

“In recent years, we have 
seen an increase in the 
number of international and 
intercontinental passengers 
we serve, which is in line 
with our strategic focus on 
strengthening our position 
as a northern European 
hub. That is also the 
reason why, each year, 
we invest a significant 
amount in expanding 
the airport so it is ready 
to handle the growth 
we expect over the 
next few years” 
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Permission to smoke 
replaces ban at 
Copenhagen Airport
Copenhagen has replaced its no-smoking signs at the entrance 
doors to the terminals with clear signs showing where smoking 
is permitted. And a permission is much better than a ban. 
More than 50% of smokers have changed their behaviour 
and now only smoke in areas where it causes the least 
inconvenience. 

It is all about nudging people to 
change their behaviour rather than 
imposing strict rules.

“Nudging can be anything from 
building and room design to simple 
signs, colour codes, arrows on floors 
and sidewalks and other things,” said 
Pelle Guldborg Hansen, behavioural 
scientist at the University of Roskilde, 
who has worked with Copenhagen 
Airport to change smokers’ habits – 
or rather their bad habits.  

One in four passengers smoke
Close to one in four passengers at 
Copenhagen Airport are smokers, 
and far too many of them had been 
smoking right outside the entrance 
doors, where smoking is not allowed. 
This was a nuisance to the great 
majority of non-smokers and the 
many employees working at offices 
above the entrance doors to the 
terminals.

Nudging encourages smokers 
to change their behaviour

9 / CPH NEWS / April 2014

Contents

Front page

CPH wins Skytrax 
awards again

CPH must be 
able to handle 
40 million 
passengers 
annually

Strong year with 
passenger record

Permission to 
smoke replaces 
ban at CPH

CPH grows 
along with its 
responsibility

New routes

New VP for sales 
and marketing

Share   
performance

Rygere



So Hansen’s nudging 
team observed the 

smokers before the new 
project was launched.

“The first observation of 
1,300 smokers showed that 

85% of them came from the 
terminals. They had either 

just arrived or just checked 
in and then gone outside to 

smoke – where it’s not al-
lowed,” he said.

Arrows show the way to smok-
ing zones

Copenhagen Airport has now put 
up clear and simple signs and arrows 

at the entrance doors that show the 
way to clearly designated yellow zones 

outside where smoking is allowed. And 
it works, he explained.

“In connection with the designation of 
the first three zones and installation of the 

signs, we observed more than 3,000 smok-
ers before and after. We were pleased to see 

that even with this first attempt, we success-
fully halved the number of people smoking by 

the doors and bothering other passengers,” 
said Hansen.

CPH pleased with considerate 
smokers
The entire area in front of Terminals 
2 and 3 now has outdoor smoking 
boxes. Copenhagen Airport’s VP for 
Sales and Marketing Carsten Nørland 
is impressed that the airport’s nudging 
has made so many smokers change 
their behaviour.

“We hope that, over time, even more 
smokers will comply with our rules. 
Basically we believe that all passen-
gers want to behave properly and be 
considerate,” Nørland added.

Outdoor smoking terrace airside
Copenhagen Airport’s indoor areas 
are completely smoke-free. But in July 
2013, Copenhagen Airport opened a 
120-square-metre outdoor smoking 
terrace after the security checkpoint 
next to Pier B. And it has been a great 
success.

“A number of smokers put off their 
last smoke until the last moment 
before they go to their gate. The new 
outdoor terrace allows smokers to 
have a more relaxed and less stressful 
travel experience, and it also ensures 
that non-smokers do not have to go 
through smoke at the entrance doors 
to the terminals,” said Nørland.

Prominent signs show where the 
designated smoking areas are
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CPH  
grows along 
with its 

responsibility
Copenhagen Airport is growing rapidly, 

with passenger and employee numbers 
constantly on the rise. This makes 

more demands on how we practice our 
corporate social responsibility.

Every year, CPH issues a report on its corporate social 
responsibility (CSR), titled CPH and Society. Such reporting is 

mandatory for the largest companies in Denmark, and CPH 
issues its report together with its Group Annual Report.

The special thing about CPH and Society 2013 is that it also 
reports on how far we have come in our work with our new CSR 

strategy, which is just one year old.

CPH is a company that takes its cor-
porate social responsibility seriously
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Ethical procurement
CPH deals with a wide range of areas 
in which we have to make special 
efforts to fulfil our corporate social 
responsibility. For this reason, we have 
defined specific targets for improve-
ment in procurement, safety, security, 
working conditions, energy and the 
environment.

CPH sources goods and services 
from more than 3,000 suppliers. We 
require our suppliers to comply with 
a set of generally accepted ethical 
rules with respect to providing good 
health and safety conditions, fight-
ing corruption and protecting the 
environment.

“These rules were laid down in a sup-
plement to all new contracts entered 
into from 2012, and our procurement 
department actually managed to 
reach a full 89% of our total procure-
ment being covered by the rules in 
2013. You have to say that’s very 
impressive,” said Jørgensen.

Room for diversity
Copenhagen Airport is one of Den-
mark’s very largest workplaces, where 
some 23,000 people from a total of 

55 different countries work: 2,258 of 
them work directly for CPH.

“We are a diverse workplace, which 
gives us a number of strong sides, 
since two-thirds of our passengers 
come from countries other than 
Denmark. We are also working to 
increase the number of women 
in management and executive 
positions, and increasing the 
number of trainees substan-
tially this year compared with 
the past few years. Students 
and employees in flexible 
working arrangements or 
other schemes are also 
important to us. Another 
thing is the age range 
of our employees: the 
oldest is 81 and the 
youngest 17. All in 
all, our diversity 
creates a dynamic 
workplace, which 
is something we 
should all ap-
preciate,” said 
Jørgensen.

Reduction of CO
2 emissions

Henrik Peter Jørgensen, VP, Commu-
nications, CPH:

“When I look at our CSR report, I am 
very pleased on behalf of our employ-
ees and on behalf of CPH, because 
the report describes a number of ini-
tiatives and improvements achieved in 
just one year. This goes for the results 
we’ve achieved here at CPH, but also 
for what we’ve achieved in collabora-
tion with our business partners here 
at the airport and the stakeholders 
who follow us and have an impact on 
how we run the airport.

We make targeted and dedicated ef-
forts to show that we are a company 
that takes our social responsibility 
seriously. We want to grow as an air-
port, but, of course, it has to be done 
in a responsible way, also with respect 
to the environment. For this reason, I 
am pleased to see that we are on the 
right track in our efforts to reduce 
CO

2 emissions per passenger, having 
moved from 1.4 kg in 2012 to 1.3 kg 
in 2013. Our target for 2020 is to cut 
them all the way down to 1.0 kg per 
passenger. It will be necessary for us 
to save energy, even though our pas-
senger numbers will be increasing.”

CPH is a diverse workplace:  
23,000 people work at the airport, 

2,258 of them for CPH
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New routes
Norwegian’s first long-haul services out of Copenhagen, 

easyJet to Hamburg, and new routes to Izmir and Athens

In late November 
2013, Norwegian 

opened its first 
long-haul service 

out of Copenha-
gen with one of the 

airline’s new Boeing 
787 Dreamliners taking 

off for Fort Lauderdale, 
Florida. Since then, both 

New York’s JFK and Los 
Angeles have been added 

to Norwegian’s route net-
work, raising the number of 

the low-cost carrier’s transat-
lantic routes out of Copenha-

gen to three.

“The popularity of our services 
proves that many people want 

to fly low cost and comfortably to 
overseas destinations. Moreover, 

we focus on living up to our goal that 
flying should be affordable to eve-
ryone,” said Norwegian’s CEO Bjørn 
Kjos in connection with the opening 
of the new routes.

Greek service to Athens
Greek-based Aegean Airlines will be 
opening a new service between Co-
penhagen and Athens in May 2014. 
With the opening of the new route, 
all European Star Alliance airlines now 
fly to Copenhagen, supporting Co-
penhagen Airport’s position as one of 
Europe’s strongest Star Alliance hubs.

Aegean will have three weekly 
frequencies between the capitals of 
Greece and Denmark, and the Greek 
airline’s regional network offers 
passengers good connections out of 
Athens.

SunExpress launches direct service 
from Copenhagen to Izmir 
German-Turkish airline SunExpress 
is launching two weekly frequencies 
from Copenhagen to the busy city of 
Izmir on the Aegean Sea.

“SunExpress has been on the  Danish 
market for several years with its 
flights to Antalya. We are now look-
ing forward to expanding the market 
with two weekly direct flights from 
Copenhagen Airport to Izmir,” said 
SunExpress Chief Commercial Officer 
Server Aydin.

Norwegian has opened three long-haul services out of 
Copenhagen Airport within the past six months
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New VP for sales  
and marketing
Carsten Nørland, former Vice President for 
sales and marketing, left CPH at the end of 
March to become CEO of Royal Unibrew’s 
Danish business.

“I	have	had	some	really	exciting	years	at	Copenhagen	
Airport, and the atmosphere at the airport is really in my 
blood	now,	so	it	is	with	some	sadness	that	I	say	goodbye.	I	
am	taking	up	a	new	position	where	I’ll	have	broader	and	
more	general	responsibilities	than	marketing	alone.	It’s	a	
challenge	I	couldn’t	turn	down,”	said	Nørland.

Copenhagen	Airport	CEO	Thomas	Woldbye	said:	
“Carsten	has	been	a	very	important	player	in	the	
sweeping changes we’ve made in recent years in 
developing	our	business.	We	will	be	continuing	
this development process so we become even bet-
ter	at	meeting	the	demands	of	our	customers,	
attracting	new	routes	and	offering	attractive	
shopping	opportunities.	I	wish	Carsten	all	the	
best	in	his	new	challenges	outside	CPH.”

The	process	of	finding	a	new	vice	president	
for	sales	and	marketing	has	begun.	Until	a	
new	VP	is	appointed,	Thomas	Woldbye	will	
head the sales and marketing organisa-
tion together with the local management 
team.

Jul 2013 Aug 2013 Sep 2013 Oct 2013 Nov 2013 Dec 2013
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July – december 2013 
You can follow the share price perfor-
mance at www.cph.dk under Investor. 
On the website, you can also compare 
CPH’s share price performance with 
the performance of other airport 
 shares.

Share performance
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