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Statement by the Executive Board

Gebr. Heinemann Retail ApS

Annual report 2020

Today, the Executive Board has discussed and approved the annual report of Gebr. Heinemann Retail
ApS for the financial year 1 January - 31 December 2020.

The annual report is prepared in accordance with the Danish Financial Statements Act.

In my opinion, the financial statements give a true and fair view of the financial position of the
Company at 31 December 2020 and of the results of the Company's operations and cash flows for the
financial year 1 January - 31 December 2020.

Further, in my opinion, the Management's review gives a fair review of the development in the
Company's operations and financial matters and the results of the Company's operations and financial
position.

I recommend that the annual report be approved at the annual general meeting.

Kastrup, 31 May 2021
Executive Board
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Katrir
CEO
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Dear Reader,  

  

We are Gebr. Heinemann Retail ApS. At the end of 2020, our team consisted of 124 employees. 

Our main business consists of six Tax Free Shops at Copenhagen Airport, but we also support the 

retail operations on around 21 ferries with everything to do with the sale of perfumes and 

cosmetics. We are part of the globally-active Gebr. Heinemann group, headquartered in 

Hamburg, Germany. Founded in 1879, Gebr. Heinemann is one of the top players in the 

international travel retail market and the leader in the European market. It is the only family-run 

business among the global players in the travel retail industry. In the retail sector, the company is 

active in over 100 countries, operating almost 600 own shops as a retailer at airports, on cruise 

ships and at border crossings. In addition, it not only supplies or operates shops at 

around 200 international airports, but also supplies or operates shops on around 240 

ferries and cruise ships, around 170 border shops and around 100 airlines. In total, the retail 

operation serves around 60 million customers every year. Gebr. Heinemann has more than 8,000 

employees around the world.   

https://www.gebr-heinemann.de/heu/en/company_page  

  

The COVID-19 crisis in 2020 has had a massively negative impact on the whole travel 

industry. With travel restrictions, closed borders and lockdowns during the year in almost all 

countries, the flight traffic at Copenhagen Airport 2020 was limited in total to 24.9% of the 2019 

level. In March, we had to close our shops at the airport; the reopening date was the 3rd July. 

The number of flights and passengers were still at a very low level. Due to this, we had to make 

very hard decisions including losing employees and cutting costs. However, our aim is to emerge 

stronger from this crisis.  

You will be able to read more about the impact of the crisis on our business in this report.  

  

Since 2018, Gebr. Heinemann has been a signatory member of the United Nations Global 

Compact. The first UNGC progress report was published with the latest Corporate Responsibility 

(CR) Report entitled ‘Think and Rethink’ (https://www.gebr-

heinemann.de/de/Philosophie#csr). It highlights the initiatives of the globally-active family-

owned company in the areas of the commercial environment, social, and the natural 

environment. The report was written and audited in accordance with the standards of the 

Global Reporting Initiative – GRI). The framework provides transparency and comparability in the 

company's sustainability-related challenges in the relevant fields of action.   

In combination with Gebr. Heinemann’s values, the UNGC principles form the basis for the code 

of ethics, which the company started to implement in January 2021. The global implementation 

process will last throughout the year.  

 

Gebr. Heinemann Retail Denmark profits from Gebr. Heinemann´s global CR Strategy, but is also 

keen on realising local measures. We are aware that our business activities affect the 

environment, as well as the lives of many people, especially those of our employees and 

customers. We also know that we have the means to contribute to positive developments in 

society. We accept this significant corporate responsibility and strive to meet its demands.  

Our corporate responsibility activities help us to do business responsibly, while focusing on our 

vision and mission - thereby creating value for our customers and business.  
 

I hope you enjoy reading through this report to learn more about Gebr. Heinemann Retail 

Denmark and our focus on corporate responsibility.  

 

 

Katrin Bamler, Managing Director  

https://www.gebr-heinemann.de/heu/en/company_page
https://www.gebr-heinemann.de/de/Philosophie#csr
https://www.gebr-heinemann.de/de/Philosophie#csr
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The effects of the coronavirus disease 
In 2020, and like the rest of the world, Denmark was affected by the Corona Crisis.  

In March 2020, the World Health Organisation (WHO) declared COVID-19 to be a pandemic. 

Throughout 2020, the worldwide corona pandemic affected all travel activity, especially 

through airports, and it therefore had a huge impact on our operations and activity at Gebr. 

Heinemann Retail Denmark.  

 

Our ferry and cruise business operates between Denmark, Norway, Sweden, Germany, the UK, 

France, Holland and Iceland. Due to the varying travel restrictions and no-sailing orders, the 

business level is at approx. 30% of the previous year's level. 

 
As regards European aviation, Eurocontrol claims the following for 2020: a loss of 6.1 million 

flights, 1.7 billion fewer passengers and 191,000 announced direct job losses.  

Specific for Copenhagen Airport: ‘Worst year since 1970: CPH lost 22.7 million passengers’. This is 

a loss of 75.1%, the number of departures and arrivals fell by 79%.  The pandemic has led to 

having to reduce our number of employees to, today, 124 employees, who have to handle all 

the operations of our stores at Copenhagen Airport on a daily basis. Through two lockdown 

periods within the past year, we have, at all times, followed the Danish authorities' directions, as 

well as the restrictions set by the government and Copenhagen Airport. 

GH Retail Denmark has used the corona help packages adopted by the Danish Government to 

retain as many employees in their jobs as possible. Throughout the year in which the Corona 

Crisis has played such a major part, we have, through collaboration with, local unions, the 

Danish authorities and specially-established job centres at Copenhagen Airport, helped former 

employees to further their skills development, training, job clarification processes and, to a large 

extent, new jobs. Our aim was to make this process as transparent and fair as possible. 

Throughout 2020 and into 2021, the health and safety of our employees has been the most 

important thing for us. Permanent employees are kept continuously updated on the situation 

and the initiatives and the re-opening plan which the management of GH Retail Denmark is 

working hard towards. For business-critical employees, who have handled tasks throughout the 

year, we have worked in teams to reduce the number of people who were at the workplace at 

the same time.  Employees who work with business-critical tasks have, in accordance with the 

Danish regulations, been asked to work from home as much as possible, in order to reduce 

contact and the risk of infection.   
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Our business model and corporate responsibility 
At Gebr. Heinemann Retail, we take corporate responsibility seriously. In the figure below, we 

have very briefly illustrated the value chain1. It shows that our core business happens in the 

middle of the value chain. As a retailer, we are influencers and get our inspiration from suppliers, 

customers and business partners who are, at the same time, part of our value chain. The 

stakeholder dialogue is, therefore, of great importance. Besides individual dialogue, Heinemann 

dedicates airtime to corporate responsibility, raising questions about social and environmental 

standards in upstream and downstream processes in the industry associations, such as the 

Nordic Travel Retail Association, the European Travel Retail Confederation or the Travel Retail 

World Association.  

In addition to dialogues, it is also important to be aware of any human-rights risks in the supply 

chain. In order to manage this, Gebr. Heinemann Retail conducted various risk assessments. On 

average, less than five percent of our products were classified as being of high-risk.   

 

Gebr. Heinemann Retail’s core business is in areas which are subject to strict safety regulations. 

To ensure a responsible and secure supply chain and the integrity of all deliveries, we take 

particular care to prevent unauthorised third-party access at all process stages (e.g. storage, 

handling, packaging, transport). Our main methods are the implementation of access and 

admission controls, employee background checks and staff training. Our transportation partners 

must adopt similar measures, too.  

The logistics centres are also certified to ISO 14001 (environmental management) and ISO 45001 

(health & safety management). 

Our corporate responsibility strategy and the reporting focus at Gebr. Heinemann Retail is, but 

not limited to, our tax free stores at Copenhagen Airport (CPH), as that is our direct responsibility 

and thus where our ability to impact positively is greatest. 

 

Any business which hopes to delight its stakeholders and customers has to keep reinventing itself. 

That is why our goal is to remain a driver of innovation and to continue to surprise and captivate    

the travelling public with extraordinary offerings, ideas and sustainable concepts. 

 

     

                                                           
1 Figure: GH Retail Value Chain 
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Our vision, mission and values 
Our strong service-minded culture cares for our employees and our customers, with this 

going hand-in-hand; this is also clearly portrayed in our company’s vision and mission. 

 

Our Vision: The Heinemann Family. First Choice in Travel Retail. Worldwide.2 

 

Our Mission: We live and breathe service, and we create value in an inspiring and emotional 

way. 

 

 

 

Our strategic approach to corporate responsibility 
In Gebr. Heinemann Retail, we have adopted a strategic approach to corporate responsibility. 

The strategy focuses on minimising risks and enhancing the business potential of our retail 

business. 

 

The purpose of the strategy is to create a strong link between corporate responsibility and our 

core business.  

 

We have developed our corporate responsibility strategy on the basis of a materiality and risk 

assessment. We have, inter alia, assessed risks related to social and labour conditions, human-

rights, environment and climate, as well as anti-corruption. A risk related to social and employee 

conditions is the lack of engagement of our employees. 

Our materiality and risk assessment has helped us to focus our efforts on the issues most material 

to our core business and our key stakeholders.  

 

                                                           
2 Figure: Solid Values 
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The Gebr. Heinemann code of ethics  
We generally refer to Gebr. Heinemann’s code of ethics, but our aim is to adapt a regional 

code of ethics which meets GH Retail Denmark´s specific requirements. 

 

The Gebr. Heinemann’s code of ethics sets out our core corporate values and rules of conduct. It 

adds the important message of sustainable and responsible action to our corporate philosophy, 

which serves as our guiding principle and the foundation upon which the success of our joint 

efforts has been built.  Gebr. Heinemann is duty-bound to comply with accepted international 

environmental, legal and social standards, in particular the ten principles of the United Nations 

Global Compact (UNGC).  

 

The code of ethics3 applies to all employees and business partners directly or indirectly associated 

with Gebr. Heinemann. Managers have a particular responsibility to foster ethical behaviour within 

their departments; they serve as role models and help their team members adhere to the code 

of ethics in their daily activities. The purpose of the code is also to guide Gebr. Heinemann’s 

employees and business. 

partners in dealing with other ecological, legal and social risks in their day-to-day business.  

 

Anti-corruption 
4We do not accept any form of corruption or bribery. Our systems and processes are certified to 

very high standards. At all times, we follow the ‘ANTI-CORRUPTION GUIDELINE’ agreed with our 

headquarters. 

A risk related to anti-corruption is the exchange of gifts between suppliers and 

employees. In 2019, we therefore implemented a gift policy in GH Retail 

Denmark. It contains an internal approval process regarding the receiving of 

gifts from suppliers and, to protect our employees, we have introduced 

documentation requirements, too.  

The service, provided by a third-party, must be in reasonable proportion to the consideration. 

Overpayments could be used for unlawful purposes. It is prohibited for employees to hire or 

employ a public official or members of their immediate family, to improperly influence the public 

official or to obtain an improper favour or benefit in exchange. In 2020, we have not registered 

any instances of corruption nor violations of the gift policy  

                                                           
3 Figure: Code of Ethics 
4 Figure: Anti-corruption 
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We prevent GH Retail Denmark employees from being able to directly or indirectly offer, 

promise, grant money or anything of value directly or indirectly through a third-party to a public 

official or business partner for the purpose of improperly influencing actions, or obtaining an 

improper advantage. 

 

Ethical rules apply to all employees and business partners directly or indirectly associated with 

Gebr. Heinemann Retail. Leaders and managers have a special responsibility to promote ethical 

conduct within their departments. They serve as role-models and help their team members 

adhere to the ethical rules of their everyday activities. The purpose of the code is also to guide 

Gebr. Heinemann Retail employees and business partners in the management of legal and 

social risks in their daily business. 

Our employees 
We respect and comply with the Universal Declaration of Human Rights (UDHR) from 1948. 

At Gebr. Heinemann Retail, we care about our employees, as 

they are at the heart of our operations.  

We wish to attract and retain the most skilled and engaged 

employees by focusing on a pleasant working culture. This 

means that we encourage our employees to grow by giving 

them: Pride, success, development, security, long-term 

prospects, family a team spirit together with a common identity 

through our values as a company.

Furthermore, we strive to have a low employee turnover and 

low absence due to illness.  

We at Gebr. Heinemann Retail Denmark continuously work on 

updating and specifying our national guidelines relating to 

business ethics.5 

 

Absence due to illness is registered in our staffing system, from which statistics are drawn every 

month for use in following up on sickness in line with our written down absence policy. 

Sick leave has decreased by approx. 1 % from 2019 to 2020 and is attributed to increased focus 

on employee well-being and training of managers in handling employee interviews and efforts 

in the area of motivation. This is a satisfactory development in our goal towards max. 4 % sick 

leave in total for the company. 

 

With this goal, we can reduce costs and allocate resources for efforts to increase focus on 

employees well-being, health and motivation. This can strengthen the company in a declining 

employee turnover measured by the percentage of employees who leave the company 

completely, and not including employees who simply change department for development 

reasons. At the most recent employee engagement survey in 2019, the proportion of employees 

who are generally engaged or very committed was 80 %. In 2021, the goal of a new survey is 

that the total commitment in the company is 85 %. 86 % of the employees participated in the 

survey. In 2021, there will be a strong focus on sick leave, employee commitment and not least 

an increase in employee well-being in the wake of a year with several lock downs due to the 

Corona crisis. 

                                                           
5 Figure: Our employees, result 2020 versus 2019 

OUR EMPLOYEES 

SUMMARY OF RESULTS 

2020 VERSUS 2019 

Absence due to illness 2020 3.68% 

Absence due to illness 2019 4.48% 

EMPLOYEE TURNOVER: 

Employee turnover 2020 65% 
(Due to collective redundancy – corona) 

 

Employee turnover 2020 3% 
(Disregarded collective redundancy – corona) 

 

Employee turnover 2019  22% 
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What have we done? 
We have always placed great focus on the development of our employees and 

leaders/managers.   

Creating the right setting for our employees to grow and develop is not only in the interest of our 

employees, but also of GH Retail Denmark.  

In 2019, we started the Leadership Pipeline for all leaders/managers. We will continue this in 2021.   

Leadership Pipeline Management, with a focus on delegation and empowerment.  

Gebr. Heinemann Retail seeks to create a sense of family spirit in the workplace and a feeling of 

making a difference together. 

By means of leadership training, we are able to secure an ongoing development of our teams 

competencies and make them more involved in the future of GH Retail Denmark. 

More than a job 
Working at Gebr. Heinemann Retail is more than a job. It is an opportunity to become part of a 

global family of 8,000 employees.  

Gebr. Heinemann Retail seeks to create a sense of a family spirit in GH Retail Denmark. By 

offering training to our leaders/managers and employees, we not only build the competencies 

of our employees, but also ensure that they are better suited to giving our customers the best 

service and experience.  

We provide the Management Team with specific guidelines and procedures to control 

movement of the company and personal property in and out of the Tax Free stores by 

employees, vendors and contractors, and to ensure these checking procedures are within the 

limits of the relevant laws. 

Diversity and equal opportunities 
At Gebr. Heinemann Retail, we are strong supporters of equal opportunities for all, and we have 

a non-discriminating equality policy with a focus on the personal skills required for each job 

profile at all levels.  

Gebr. Heinemann Retail focuses on diversity among the employees in the company including 

that there is an equal distribution between men and women. Gebr. Heinemann Retail believes 

that this partly ensures a good working environment, and partly helps to sharpen the company's 

competitiveness. We have a very diverse team, including employees from many different 

backgrounds and nationalities. We strive to ensure that women and men have equal 

opportunities within the company.

Flexible working arrangements help employees achieve a balance between work and their 

personal lives, whilst taking the business needs into consideration. 

 

There is no board of directors in the company and there is only one director. 

 



   
 

   
 

Responsible products for our costumers 
We prepared our future strategy in 2019, and maintained that strategy during 2020. Many of our 

customers are becoming increasingly aware of the products and sustainability. We support an 

increasing demand for skin care products free of parabens, as well as more eco-labelled, 

environmentally-tested cosmetics. We also aim to have local brands and products in our shops.  

We at Gebr. Heinemann Retail follow the market trends closely in order to ensure that we are 

always prepared to meet our customers’ demands.  

We sell spirits and tobacco in our stores. We are committed to supporting a culture of 

responsible consumption of spirits and tobacco.  We apply the Alcohol Code of Conduct for 

Duty-Free and Travel Retail Sales of alcohol from the ETRC - The European Travel Retail 

Confederation. 

One example; we are creating awareness for responsible products, like high-quality products 

which are good for both the body and the environment, as part of our ‘Clean Beauty’ concept. 

This initiative also allows companies to promote their sophisticated products on the international 

stage. The same applies with certified organic products. 
 

Energy efficiency 
Copenhagen Airport collects data regarding energy consumption at the airport. Due to our 

collaboration with Copenhagen Airport, we continuously monitor our energy consumption in 

order to identify potential savings. We therefore collect data at Heinemann in respect of the 

energy use in our stores.  

Approximately 95% of our products are distributed by the Gebr. Heinemann Group distribution 

centre in Hamburg. Our logistics is based on the just-in-time principle. The logistics are optimised 

with fewer deliveries – meaning more products are stacked. Gebr. Heinemann Group is 

responsible for the transport from the distribution centre to our stores at Copenhagen Airport. 

Thus, transport is outside the scope of this report – it can, however, be looked up in the Gebr. 

Heinemann CR report entitled ‘Think and Rethink’. 

https://www.gebr-heinemann.de/heu/en/responsibility 

Waste management 
When selling large quantities of products, it is inevitable that a vast amount of waste is 

produced. In a continuous dialog with Copenhagen Airport, we seek to optimise our waste 

management by strategically placing waste-stations around the airport, making waste-

separation much more effective.  

One of our most relevant impacts related to the environment stems from plastic bags in our 

shops.  

In the first six months of 2020, we donated our profit gained from selling plastic bags to Ocean 

Care. The donation totalled DKK 203,172.00. Ocean Care has been dedicated to working with 

marine wildlife since 1989.  

In the last six months of 2020, we chose the NGO Plastic Change for our compensation 

donations. Plastic Change works internationally to raise awareness of the consequences of the 

growing plastic pollution in the oceans and the environment in general.  
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Together with Plastic Change, we will continue our work to focus on plastics, and hopefully 

contribute to creating positive purchasing patterns with our customers in the future. 

In 2020, we managed to reduce our use of plastic bags, and we aim to reduce this even more in 

2021.  In 2019, we had already managed to reduce the sale of our plastic bags by nearly 60%, 

and kept it at that level, and even reduced it in 2020 by another 0.75%. 

We also managed to reduce our use of print-paper due to new printers and a paper-reduction 

‘Follow Me’ system, where our users need to reapprove the paper-printing at the printer. 

The company fully sorts its waste: where waste is mainly composed of plastic and cardboard, 

this is sorted and thrown into the waste system operated by Copenhagen Airport. 

Our social and local commitment 
Social and local commitment is an important focus area for Gebr. Heinemann Retail. We 

recognise that we have an impact on Danish society. We are involved locally and we 

contribute to society in terms of job creation and tax payments.  

We have identified the material risks of negatively affecting human-rights as being the 

increasing marginalisation of vulnerable groups of people in society. 

For a number of years, we have, in collaboration with Spaniel Displays, raised money for the work 

of the Danish Children’s Cancer Foundation. In front of our main shop, we have two collection 

boxes, where the customers can donate. One, as mentioned, is for The Danish Children’s Cancer 

Foundation, and one for the volunteer organisation, ‘Girl talk’. ‘Girl talk’ is a non-profit 

organisation for girls aged between 12-24 years who need someone to talk to, when everything 

seems difficult.

With these collection boxes, our customers donated DKK. 108.215,54.- uncut for The Danish 

Children’s Cancer Foundation and nearly DKK. 90.000,- uncut for ‘Girl talk’ in 2020.   

We contribute to the society of which we are a part, and pay our taxes according to national 

legislation. We have internal procedures in place to ensure that we do this in line with national 

legislation. 

 

 

 

Thank you for reading the CR report. We respectfully emphasise that the CR report only represents the 

initiatives and thoughts of Gebr. Heinemann Retail management group in Copenhagen, Denmark. 

 

 


