


Sustainability continued

Current year performance
Aircraft CO2 emissions
Jet2 has suffered a prolonged period of 
extraordinary financial and operational 
challenges caused by the pandemic, 
which continued throughout the majority 
of the financial year. As a result, our flying 
programme was once again hindered by 
travel restrictions, which had a significant 
detrimental impact on passenger 
numbers and consequently fuel efficiency. 
These circumstances, which are beyond 
our control, have once again hampered 
Jet2’s CO2 efficiency aspirations where 
we have set a target of 65.0 gCO2 per 
passenger kilometre by 2025. 

Although average load factors of 
69.2% (2021: 66.0%) and Leisure Travel 
passengers flown of 4.85m (2021: 1.32m) 
increased significantly compared to the 
prior year, they were significantly below 
pre-pandemic levels. Consequently, whilst 
efficiency increased to 82.0 gCO2 per 
pax kilometre (2021: 89.8g), this remains 
materially above the pre-pandemic level 
of 67.0 gCO2 recorded in 2020, which had 
seen us ranked as the 11th most  
carbon-efficient airline in the world out 
of more than 200 in the most recently 
published 2018 Atmosfair index.

From 2010 until the start of the pandemic, 
Jet2 increased efficiency by more than 
19%, saving over 1.8 million tonnes of 
CO2 in the process, in progress that was 
considerably better than globally agreed 
aviation efficiency goals. The chart shows 
our normal rate of efficiency improvement 
covering this period and illustrates 
the severe impact of Covid-19 on our 
recent efficiency. 

Over this period Jet2’s investment in 
34 new Boeing 737-800NG aircraft 
and our “efficient flying” programme 
helped to deliver lower per passenger 
kilometre carbon emissions and increased 
efficiency. Activities in the “efficient flying” 
program include: 

• single engine taxi operations; 

• pre-conditioned air; 

• careful fuel requirement planning; 

• performance-based navigation 
approaches; 

• reduced contingency fuel; 

• reduced thrust take offs and 
continuous descents; and

• using electric ramp vehicles and 
fixed electrical ground power 
where available. 

In addition, weight saving initiatives 
including lightweight seats, lighter catering 
carts, the removal of paper manuals and 
the introduction of carbon brakes also 
contributed to the increasing efficiency. 

This year we confirmed an order for 
up to 75 new Airbus A321 neo aircraft, 
to be fitted with CFM International’s 
LEAP-1A engines. Each aircraft offers 
an additional 43 seats compared to our 
Boeing 737-800NG’s and will help us to 
reduce fuel-burn by approximately 20% 
per passenger flown and will, alongside 
other operational measures, help us to 
achieve our 2025 efficiency target. In 
addition, they will also lower our noise 
footprint by approximately 50% during 
take-off and landing and achieve significant 
NOx emissions reductions when compared 
to the previous generation of aircraft. The 
new aircraft which is, in our opinion, on a 
per passenger basis the most fuel-efficient 
and sustainable aircraft in its class today, 
demonstrates our continued commitment 
to investing in the latest technology, 
increasing efficiency and maintaining a 
trajectory to lower per passenger kilometre 
emissions in the future. 

Streamlined Energy and Carbon 
Reporting (“SECR”) metrics
Jet2 strives to operate in the most 
environmentally responsible way possible 
and we are taking action across a range 
of areas to address our environmental 
footprint. 

Jet2 monitors its energy consumption 
and greenhouse gas emissions (GHG) in 
line with Streamlined Energy and Carbon 
Reporting (SECR) requirements. We use 
gCO2 per passenger kilometre as the 
measure of our environmental intensity, 

as this is a metric widely used by the 
sector and is therefore more relevant to 
our operation. 

In the year ended 31 March 2022, total 
carbon equivalent emissions (tCO2e) from 
Scope 1 and Scope 2 carbon emissions 
were 983,196 tonnes (2021: 315,186 
tonnes) with over 99% of these emissions 
arising from our aircraft operations. The 
remaining emissions sources were ground 
handling activities, along with our business 
travel, offices, hangars and engineering 
facilities. This equated to 82.0 gCO2 per 
passenger kilometre (2021: 89.8 gCO2 per 
passenger km) and 3.22kWh/£ revenue 
(2021: 3.22kWh/£ revenue). 

All SECR emissions figures, efficiency 
and intensity metrics are reported in 
the “Summary GHG Emissions Results” 
table, along with a direct comparison to 
the previous financial year. The increase 
in emissions across Scope 1 and 2 are 
attributable to the increased activity of 
the business compared to the previous 
year, however, both years are impacted 
by Covid-19. 

We have expanded the range of what we 
include in our emissions calculations, going 
beyond mandatory requirements to include 
within Scope 3 the upstream emissions 
from our aviation fuel, such as those from 
the extraction and conversion of fossil fuel 
ready for use (known as Well to Tank). In 
order to ensure comparability, we have 
restated our 2021 Scope 3 emissions to 
also include Well to Tank emissions. 

The table below sets out total energy consumption and resulting GHG emissions by Scope arising from business operations.

Summary GHG Emissions Results 2022 2021
Restated

Scope tCO2e kWh tCO2e kWh

Scope 1 982,032 3,963,923,295 314,097 1,268,290,447
Scope 2 1,164 5,480,816 1,089 4,669,665
Scope 3 204,465 2,505,704 65,386 408,360
Total 1,187,661 3,971,909,815 380,572 1,273,368,472
Intensity Ratios     
gCO2 per passenger km aircraft fuel burn only† 82.0 89.8
gCO2e per passenger km including all relevant scope 1, 2 & 3 
emissions‡ 99.4 110.5

† Metric uses EU ETS emissions factors and includes aircraft fuel burn only (please see methodology)

‡ Emissions included are explained in the methodology section.

GHG emissions are categorised into three Scopes as defined below:

• Scope 1 – Direct emissions resulting from the primary combustion of fuels in organisation-controlled premises, vehicles and plant.

• Scope 2 – Indirect emissions resulting from the consumption of purchased electricity that has been generated off-site and supplied by the national grid.

•  Scope 3 – Indirect emissions associated with the consequences of the activities of the organisation but controlled by an entity outside of the Group. Scope 3 tCO2e 
metrics have been restated for 2021 to encompass upstream emissions from aviation fuel as detailed in the section above. 

Calculation methodology
This assessment has been verified by a 
third-party (Delta-Simons Environmental 
Consultants Limited) and was carried 
out in accordance with ISO14064-1:2006 
Greenhouse Gases – Part 1: Specification 
with guidance at the organisation level 
for quantification and reporting of 
greenhouse gas emissions and removals.

This assessment is produced in line with 
UK Government Environmental Reporting 
Guidelines: Including Streamlined 
Energy and Carbon Reporting Guidance 
(March 2019) in conjunction with UK 
Government GHG Conversion Factors 
for Company Reporting.

Carbon conversion factors have 
been taken from ‘DBEIS/DEFRA - UK 
Government Conversion Factors for 
Company Reporting 2021’ as most 
of the reporting period falls within the 
2021 calendar year. This is in line with 
environmental reporting guidance.

GHG emissions have been assessed 
using the ‘financial control’ approach, 
meaning that the Group reports on 
emissions resulting from its operations, 
within its direct or indirect financial control.

Actual data was unavailable for business 
air and rail travel and reasonable 
estimates could not be produced. The 
reporting and assurance process has 
concluded that these areas are not of 
significance to the carbon footprint data 
overall although Jet2 will continue to 
improve the quality of the data and will 
work to obtain actual data for these 
sources in future. 

Further “In the Air”  
Sustainability initiatives
The “In the Air” pillar of our Sustainability 
Strategy does not only focus on reducing 
carbon emissions. Jet2’s Inflight Retail 
team are also continuing to work on 
reducing single use plastics and sourcing 
more sustainable alternatives. During 
the financial year, we used 12.8 million 
single use products on board our aircraft, 
with 50% being single use non recycled 
plastic and 50% being more sustainable 
alternatives. This relates to items  
Jet2.com purchases directly - cups, 
cutlery, stirrers, drink lids and plastic bags 
- and means we have avoided the use of 
millions of single use plastic items. 

In addition, work has been ongoing to 
source more sustainable alternative 
products, for example material made 
from a higher proportion of recycled 
plastics and we are actively working with 
our supply chain partners to tackle the 
remaining items of our onboard service. 
Our in-flight recycling program has been 
in place since 2019 and enables us to 
recycle up to 50% of our onboard waste. 
Closing the loop on waste and ensuring 
that material that can be recycled does 
not go to landfill will help us to reduce 
single use plastic waste.

As part of our Sustainability Strategy, 
we have targeted over 50% of our Jet2 
owned ground service equipment (GSE) 
to be powered by electricity, either fully 
electric or hybrid, or by biodiesel by 2023. 
At 31 March 2022, 41% of our GSE is 
now electric. Whilst this has not improved 
against last financial year, engagement 

with our partner airports to implement 
charging facilities enabled us to place 
orders for over 50 new pieces of electric 
equipment, including vans, buses, aircraft 
push back tugs, steps and ground power 
units. Continuing to move towards more 
electric equipment not only lowers carbon 
emissions, it will also enable Jet2’s 
ground handling operations, which deliver 
services to nearly 50% of our flights, to 
lower its wider environmental impacts on 
local communities as electric units have 
no NOx emissions and are significantly 
quieter than comparable traditionally 
fuelled equipment.

All mobile equipment across our UK 
bases, including items such as push back 
tugs and belt loaders, now have telemetry 
(C-Track) installed. This enables us to 
monitor fuel use, train staff and look at 
behavioural change practices to ensure all 
parts of the ground handling process we 
control are optimised for efficiency. 
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Sustainability continued

Task force on climate-related 
financial disclosures (“TCFD”)
On the launch of our Sustainability 
Strategy in September 2021, we 
committed to align our reporting to TCFD 
recommendations, a year before this was 
mandated for AIM listed companies. 

With our external consultants,  
Delta-Simons and their partner 
organisation Denkstatt, we carried 
out a gap analysis of our current 
disclosure status against the full TCFD 
recommendations. This gap analysis 
included information published within both 
the recent Jet2 Net Zero Sustainability 

Strategy and also areas of this Annual 
Report & Accounts, such as the Group’s 
principal risks and uncertainties. This 
review is presented below and sets out 
Jet2’s summary position against each of 
the TCFD pillars: Governance; Strategy; 
Risk Management; and Metrics & Targets.

TCFD Recommendation Compliance and next steps Our status

Governance

Describe the board’s oversight of climate-related 
risks and opportunities.

The Group’s Sustainability Steering Committee identifies 
and discusses climate-related risks and opportunities. 
The Committee will begin reporting its findings to the 
Board in the forthcoming year. Refer to page 57 for further 
information.

Describe management’s role in assessing and 
managing climate-related risks and opportunities.

Further management level sustainability subgroups will be 
created in the forthcoming year to empower our colleagues 
to achieve our sustainability targets. Refer to page 57 for 
further information.

Strategy

Describe the climate-related risks and 
opportunities the organisation has identified over 
the short, medium, and long term.

Refer to pages 57 to 58 for further information.

Describe the impact of climate-related risks and 
opportunities on the organisation’s businesses, 
strategy and financial planning.

The Group intends to complete a comprehensive review of 
climate-related risks and opportunities in the forthcoming 
year, alongside climate-related scenario planning. Refer to 
pages 57 to 58 for further information.

Describe the resilience of the organisation’s strategy, 
taking into consideration different climate-related 
scenarios, including a 2°C or lower scenario.

The Group has not yet performed any climate-related 
scenario analysis but plans to complete a more detailed 
review in the forthcoming year.

Risk Management

Describe the organisation’s processes for 
identifying and assessing climate-related risks.

The Group’s intended new governance structure will embed 
the identification of climate-related risks further throughout 
the organisation. Refer to page 58 for further information.

Describe the organisation’s processes for 
managing climate-related risks.

Refer to page 58 for further information. The Group expects 
to perform a more detailed review of its physical climate 
risks in the forthcoming year, alongside its climate-related 
scenario review.

Describe how processes for identifying, assessing, 
and managing climate-related risks are integrated 
into the organisation’s overall risk management.

Refer to page 58 for further information.

Metrics and targets

Disclose the metrics used by the organisation to 
assess climate-related risks and opportunities in 
line with its strategy and risk management process.

Refer to page 59 for further information.

Disclose Scope 1, Scope 2, and, if appropriate, 
Scope 3 greenhouse gas (GHG) emissions, and 
the related risks.

Refer to page 59 for further information.

Describe the targets used by the organisation to 
manage climate-related risks and opportunities 
and performance against targets.

Refer to page 59 for further information. The Group’s 
reported targets are in line with GHG Protocol and SECR 
guidance for non-FTSE listed Companies. The Group intend 
to report on further Scope 3 emissions once appropriate 
controls over their respective calculation are obtained.

Key

 Disclosures are available to allow Jet2 to be broadly compliant with the recommendations. 

 Selected disclosures are available, to allow Jet2 to be compliant with the recommendations in part.

 Few or no disclosures are available and work is required to allow Jet2 to become compliant with the recommendations.

Each of these TCFD recommendations 
are discussed below:

Governance 

Jet2 plc Board

Sustainability Steering 
Committee

Sustainability  
Sub Committee

Sustainability  
Champions

During the year, Jet2 established a 
Sustainability Steering Committee, 
consisting of our Chief Executive Officer 
(CEO), Sustainability and Business 
Development Director, Sustainability 
General Manager, Group Chief Financial 
Officer and Group Legal Director & 
Company Secretary. All sustainability and 
climate change issues are raised at the 
Steering Committee, along with progress 
against targets, upcoming legislative 
challenges and other Jet2 initiatives. 
The CEO then informs the Jet2 plc 
Board of pertinent issues, thus ensuring 
business strategy and sustainability 
concerns are aligned. 

The frequency of Jet2 plc board 
meetings is recorded within the 
Corporate Governance section on 
page 69. The Jet2 plc Board regularly 
discuss key sustainability targets and 
associated actions, the most recent 
of which was the procurement of new 
Airbus A321 neo aircraft and associated 
engines. The sustainability benefits 
from this aircraft technology were a key 
factor in the Board’s decision to approve 
the new aircraft order. Additionally, 
the Board reviewed and approved the 
Group’s budget for the forthcoming 
financial year, for which cost increases 
from the Sustainability Strategy were 
considered, including the cost of the 
Group’s voluntary carbon offsetting 
scheme and capital expenditure to fund 
the new aircraft order and electric GSE 
equipment. Further Board meetings over 
the coming year will review progress 
against the Group’s longer-term targets 
including its key climate metric – gCO2 
per passenger kilometre. Reviews of 
this metric become more meaningful 
with the resumption of unhindered flying 
operations. A report on progress against 
Sustainability targets will be published 
each September on the Group’s website 
at www.jet2plc.com/sustainability.

Beneath the Steering Committee, a Sub 
Committee will be created which will 
ensure that management colleagues from 
each department have responsibility for 
achieving sustainability targets. This will 
be complemented by a Sustainability 
Champions network, giving colleagues 
from across the business the opportunity 
to input into the Sustainability Strategy 
or raise issues where appropriate. Sub 
Committee management colleagues will 
meet quarterly with the Sustainability 
and Business Development Director and 
Sustainability General Manager to be 
updated on climate-related issues which 
are relevant to their roles. Sustainability 
Champions will meet bi-annually with the 
Sustainability General Manager. 

Since the launch of the Jet2 Net Zero 
strategy, we have also focussed on our 
engagement with partners, raising the 
profile of sustainability issues at key 
industry forums and across our supply 
chain. We have been in discussion with 
Non-Government Organisations (NGOs) 
and relevant third-parties and have actively 
contributed to both ongoing sustainability 
initiatives and the research of several 
sector-wide organisations such as ABTA, 
A4E and Sustainable Aviation UK.

Both sustainability and climate change 
are separately recognised in the Group’s 
risk register. This assigns Director-level 
responsibility for sustainability and climate 
change impacts on the business and 
highlights our most significant risks. 
Sustainability training packages for 
relevant roles are being designed, which 
aim to focus our colleagues on how 
their day-to-day roles can impact our 
sustainability targets. We have gathered 
information about the environmental and 
social impacts of our major third-party 
suppliers and this information is now used 
in the consideration of many procurement 
decisions. 

Strategy
The Group has signed up to the UK and 
European equivalent Net Zero 2050 
pledge, but nevertheless aspires to 
achieve this earlier than 2050 in line with 
the steps outlined in its Sustainability 
Strategy. 

The Group defines short term targets 
as being attainable within the next year, 
medium term within the next three years 
and long term as attainable in more than 
three years.
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Sustainability continued

Short-term
The Group commenced carbon offsetting 
of emissions from 1 January 2022. Other 
initiatives expected to be completed 
during the calendar year 2022 include 
a hotel sustainability labelling scheme 
and the utilisation of renewable energy 
in all property space where the Group is 
responsible for the energy supply. 

The Group has a Board approved 
Hedging Policy to manage carbon price 
volatility. Short-term physical risks such 
as climate change-related weather events 
impacting the flying programme are 
mitigated through the Group’s flexible 
operating model which incorporates the 
use of stand-by aircraft. The occurrence of 
significant weather events is sporadic and 
therefore they are not expected to have a 
material impact on short-term cashflows. 

Medium-term
The Group’s medium-term targets focus 
on a reduction in the Group’s key climate 
metric, gCO2 per passenger kilometre, 
along with the utilisation of SAF. 

There is a transitional risk pertaining to 
the availability of SAF and the Group 
is currently in discussions with several 
leading fuel suppliers and hope to make 
an investment in SAF production during 
the coming year to address this risk.

The Group has a well-established and 
detailed financial planning process, 
enabling the rapid modelling of and 
reporting against multiple scenarios. This 
financial planning process incorporates 
expected changes to the Group’s carbon 
and fuel obligations over the period to  
31 March 2025 along with the financing of 
its new Airbus A321 neo aircraft. 

Long-term
The Group’s new aircraft order is part of 
a longer-term strategy to reduce its key 
climate metric as more fuel efficient and 
sustainable Airbus A321 neo aircraft will 
replace older and less efficient aircraft. 

Other transitional risks, including changes 
to consumer and investor sentiment, are 
anticipated to evolve over the medium to 
long-term as the awareness of climate 
change becomes more widespread and 
there are more real-world examples of 
its impact. 

The Group maintains membership of 
organisations such as Airlines 4 Europe 
(A4E), Sustainable Aviation and ABTA, 
who provide regular updates on the latest 
regulatory changes and offer a forum for 
knowledge sharing. Any longer-term  
financial risks beyond 31 March 2025 
are identified and discussed by the 
Sustainability Steering Committee, 
including those still subject to legislative 
enactment such as SAF mandates and 
fuel taxes. Any financial risks considered 
to be both probable and material are 
communicated to the Board by the CEO.

The Group has not currently modelled 
the impact of different climate-related 
scenarios; however, it plans to complete 
an assessment of at least two  
climate-related scenarios in the 
forthcoming year. 

Further details of the Group’s 
Strategy over the period to 2030 
can be found on its website at 
www.jet2plc.com/sustainability. The 
current targets set, as detailed on page 
52, have been designed to comply with 
our current knowledge and expected 
evolution of the UK Government’s Climate 
Strategy. We will, of course, continue to 
monitor any proposed legislative changes 
and adapt our strategy accordingly should 
more rigorous requirements be enacted.

Risk Management
During the year, the Group has separately 
identified climate and sustainability as a 
principal risk, having previously covered 
this within its government policy and 
regulatory intervention risk. Further 
details on our management of this risk 
can be found in the principal risks and 
uncertainties section on page 34.

TCFD guidance categorises the risks 
from climate change as either physical 
or transitional. Physical risks are 
environmental events including floods, 
wildfires or storms, whereas transitional 
risks arise from changes in policy and/or 
new technologies such as the growth of 
renewable energy. 

Physical risks are classed as either ‘acute’ 
or ‘chronic’. Acute risks are event-driven, 
including drought, floods, extreme 
precipitation and wildfires. Chronic 
risks are long-term climatic shifts such 
as rising temperatures and sea-level, 
expansion of tropical pests and diseases 
in temperate zones and accelerating 
loss of biodiversity. The physical risks 
are largely measured through scenario 
analysis or Representative Concentration 
Pathways (RCPs) which relate to the 
IPCC Assessment Report 6 (AR6) on 
Greenhouse Gas (GHG) emissions and 
concentration pathways and consequent 
temperature changes. A high-level review 
has been performed on the potential 
impacts on our operation as discussed 
in the Short-term section, which did 
not have a significant impact on short-
term cashflows, but these are yet to be 
analysed in a greater level of detail for the 
medium to long-term. The Group expects 
to perform more detailed analysis on its 
physical risks in the forthcoming year.

Transitional risks to the Group include 
the availability of SAF, the cost of carbon 
offsetting and the development of new 
aircraft technology to allow for further 
efficiencies. Further details on how the 
Group mitigates these risks can be found 
on page 34. 

The size and scope of identified risks 
and their respective prioritisation has 
been discussed at numerous Director 
level meetings and at the Sustainability 
Steering Committee. The materiality of 
the identified sustainability risks, along 
with perceived stakeholder impact, 
was a key consideration when defining 
our Sustainability Strategy. The Group 
assessed its climate-related risks using 
3 pillars, encompassing the key areas of 
our operations: On the Ground; In the Air 
and In Resort. Having considered each of 
these pillars in turn, the Group identified 
monitoring and offsetting of its carbon 
emissions as being the most material 
sustainability risk, specifically those 
emitted from its aircraft. This was therefore 
the Group’s primary area of focus in 
addressing its climate-related risks. 

Metrics and Targets
The Group has reported on its emissions 
and efficiency metrics since the year 
ended 31 March 2020 and these are 
aligned to GHG Protocol methodology 
and SECR guidance for non-FTSE listed 
organisations. It has also published 
targets for its key climate metrics through 
until 2030 during the current year. Further 
information on these metrics can be found 
in the “Jet2 Sustainability Roadmap” 
section on page 52. The Group will 
endeavour to identify and report on further 
Scope 3 emissions in the future when 
it can be confident that the emissions 
reported are both accurate and complete. 

Conclusions
There has been significant progress 
during the current year, both in terms of 
our efforts to offset our carbon emissions 
and also the scope and breadth of our 
climate change risk management and 
reporting. We are excited to continue this 
momentum into the coming year and will 
look to publish a further Sustainability 
Update in September 2022 incorporating 
our progress to date against our goals.

Annual Report & Accounts 2022www.jet2plc.com 59Annual Report & Accounts 2021 www.jet2plc.com58



In light of the challenges the Leisure 
Travel industry has faced recently, it is 
now more important than ever that we 
continue to provide a truly memorable 
holiday experience for our Customers. 
Whether in the UK or Overseas, our 
Colleagues’ ability to excel in their 
roles whilst continuously displaying our 
Company’s ‘Take Me There’ values, is of 
paramount importance. This “Customer 
First” approach has set us apart and 
enabled us to be consistently recognised 
as an industry leader for our outstanding 
customer service. 

Our guiding principles are ‘People, 
Service, Profits’ and we believe 
that happy, well paid and motivated 
Colleagues will continue to provide great 
service to our Customers and thereby 
produce sustainable long-term profits. We 
have always considered our Colleagues 
to be our most valuable asset, being the 
very foundation of our success and we 
are extremely grateful to each and every 
one of them for the contribution they have 
made to protect and support the business 
throughout these unprecedented times.

We were therefore delighted to be 
recognised as one of Glassdoor’s Top 
50 Best Places to Work in the UK 
for 2022, a result of voluntary votes 
and anonymous feedback from our 
Colleagues. We believe the support which 
we provided to them over the pandemic 
was a significant factor in influencing their 
comments. This is a fantastic accolade 
and we are proud that the decisions 
and actions we have taken thus far have 
helped aid retention and also attract 
new talent, despite a very dynamic 
and competitive employment market. 
We remain committed to providing 
an exceptional work environment for 
all our Colleagues and will strive to 
continuously improve. 

Supporting a flexible  
work life
Our office colleagues have adapted ably 
to our hybrid working model, blending 
remote and in-office working efficiently, 
thus ensuring we can take advantage of 
both environments. 

We were keen to maintain a level of 
flexibility and freedom, but also eager to 
encourage face-to-face collaboration to: 
enable us to proactively lead and develop 
colleagues; stimulate creative thinking 
and the generation of new ideas; as well 
as maintaining strong networks and 
relationships, qualities which our business 
thrives on. 

Whilst practicalities mean that we cannot 
offer our operational colleagues the same 
flexibility, they are able to take advantage 
of our formal flexible working policy. 
Colleagues have the opportunity to revise 
their flexible working considerations 
every 6 months, as opposed to the 
statutory annual limit. This has been 
widely embraced and we now have over 
a quarter of our overall workforce who are 
working part time. In addition, we have 
many flexible, customised roster patterns 
and ways of working to support our 
colleagues in balancing their home and 
work commitments. 

Our Contact Centre and Customer 
Services teams currently have an 
established home working model that we 
continue to review and evaluate in terms 
of performance levels. We are currently 
working hard to update the phone 
systems to be able to provide the best 
tools we can to support our Colleagues 
and further improve our customer service.

Despite the ongoing disruption in the 
industry, which led to high volumes of 
calls and regrettable delays on our phone 
lines, our Colleagues continued to strive 
to provide the best service possible. 
Whilst we are extremely apologetic for the 
considerable waiting times for those using 
the service, the customer care provided 
once connected was recognised by 
Which? for the best record on delivering 
refunds during the pandemic. 

Colleague wellbeing  
as a priority
We are committed to ensuring that our 
Colleagues’ wellbeing remains a key part of 
our culture. As we returned to full operations 
and welcomed colleagues back into the 
workplace, it was important to recognise 

not only those who had worked tirelessly 
to support the business over the course 
of the pandemic, but all of our colleagues 
who had all, in some way, been impacted 
by change caused by the pandemic which 
was outside of their control.

Accordingly, this year we introduced 
Mental Health Training and made it 
accessible to all colleagues. We also have 
100 colleagues who volunteered and 
were keen to support others by becoming 
accredited Mental Health First Aiders. 
These volunteers were not limited to those 
with managerial responsibility in their 
day-to-day roles and we have therefore 
benefitted from having Mental Health First 
Aiders across all levels and areas of our 
business. Our core values really shine 
through in not only putting customers first 
but also putting our fellow colleagues first! 

We naturally and openly embrace a 
wellbeing culture and have updated the 
Employee Assistance Programme to give 
colleagues and their immediate families 
access to further emotional and practical 
support services. These include online 
GPs, mental health support, smoking 
cessation, diet and nutrition guidance, 
burnout prevention and professional 
counselling, as well as legal and financial 
guidance. 

We also continue to update and promote 
our internal Wellbeing Hub, which was 
introduced during the pandemic and 
provides many different resources and 
support links. 

In addition, we ensured that all colleagues 
who were required to self-isolate were not 
penalised financially and, if necessary, 
were afforded additional sick pay to 
enable them to act responsibly and 
recover fully in the event that they were 
not able to fulfil their duties. This was not 
only important for them individually, but 
also for other colleagues to feel safe and 
protected in the workplace.

These initiatives all ensure that our 
Colleagues receive the support they need 
when they need it and enable us to drive 
better working practices for them.

Our People
Voices of Jet2

I work very closely with both our internal and external 
stakeholders to ensure we work as one team to exceed 
all our KPIs. One of my key responsibilities is to ensure  
I have the right people in the right roles and my team have 
the necessary tools and support to enable them to deliver 
our VIP customer service to all our customers.

I love taking responsibility in my role, ensuring our lovely 
customer helpers are motivated, displaying the company 
values and providing the industry leading customer 
service we’re famous for! No day is ever the same and it’s 
an exciting time to be on board the red team!

My job is to ensure that our customers have a seamless 
and joyful transition through the airport. I work closely 
with Jet2.com to have a one team atmosphere with 
everyone. I have a great working relationship with our 
agent as they help us transfer our customers to their 
holiday destination. I enjoy my job as no day is the same 
and my team make every day amazing.

Our main objective is to resolve any questions, queries or 
concerns our customers may have whilst in destination. 
We #workasoneteam with Overseas Operations to 
provide a lovely Jet2holiday experience. Part of my role 
involves problem solving and lots of decision making – 
always looking for the best solution for our customers 
so they can continue with their holiday knowing Jet2 
really honour ‘Package holidays you can trust’™. 
The other part of my role is to provide coaching, support 
and leading my team on how best to resolve complex 
situations as well as focusing on their development 
within the company. We are a big family here at the 24/7 
Helpline with a vast amount of knowledge ready to assist 
our customers night or day.

Taran Missen
Overseas Operations 
Resort Team Leader – 
Lanzarote

Lauren Creevy
24/7 Customer 
Team Leader

Layla Santo
Destination Manager – 
Costa Del Sol

Christian Taylor
Airport Team Leader
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Recruiting and retaining  
our talent 
Our ability to anticipate and innovate ways 
of working has positively impacted on our 
recruitment and training.  
Jet2.com and Jet2holidays reignited 
their hiring momentum in anticipation of 
our emergence from the pandemic with 
over 6,500 new colleagues recruited since 
April 2021. This proactive approach has 
ensured that our high levels of customer 
service continue to be maintained. The 
pace of training has remained on track 
and, more recently, has accelerated to 
support growth towards our planned peak 
Summer 22 flying programme. Our highly 
skilled Training Teams across the business 
have worked tirelessly and efficiently 
to ensure all new colleagues are fully 
prepared and equipped for their exciting 
careers with us. 

A large proportion of our new recruits 
have been in operational roles, 
 for which there has been many  
industry-specific challenges. 

Firstly, many more colleagues are needed 
to support our expanded Summer 22 
flying programme and secondly, it is 
crucial to complete in a timely manner the 
mandatory security vetting processes to 
obtain airside passes. Consequently, we 
have invested a huge amount of resource 
from across the wider business to 
ensure we have the requisite amounts of 
colleagues ready and available to provide 
our award-winning service at all stages of 
the customer journey. 

The retention of colleagues over the 
course of the pandemic has been 
invaluable and has been aided in no 
small part by the Company’s significant 
investment in topping up colleague 
pay above the Coronavirus Job 
Retention Scheme level of contribution, 
coupled with an ongoing dialogue 
of engagement through our many 
communication channels. 

Our reputation and awards for how we 
have continued to treat our Colleagues and 
Customers has reinforced and enhanced 
our brand within the marketplace. 

As a consequence of Brexit, we have 
had to understand and react to new 
restrictions on movement of people in 
Europe. These have created challenges, 
in particular in restricting the mobility 
of our colleagues who in the past have 
moved around our European network 
freely. Whilst this has created obstacles, 

we have successfully adapted and 
changed our contractual offerings to 
ensure we can attract colleagues in all of 
our European workplaces. Our colleagues 
are essential to the successful delivery of 
our “Customer First” strategy and whilst 
the days of summer jobs overseas are no 
longer viable in the same way, our agile 
and innovative recruitment approach as 
well as our internal progression paths are 
allowing us to continue to recruit, retain 
and develop the talent we need to provide 
our award-winning service.

Training to develop our talent
We always seek to offer many options to 
learning, including our more traditional 
classroom learning, practical training, and 
blended learning. We have also adapted 

our approach to training to deliver 
increased levels of digital learning where it 
is feasible and relevant. Over the past year 
we have introduced over 70 new courses 
to our Jet2Learn platform, including 
Mental Health and Wellbeing Awareness, 
Hybrid Working and Sustainability and 
consequently, over 40,000 courses have 
been completed online over the past year. 

We also offer a range of entry level 
roles to provide the best possible start 
to those joining us through our Early 
Careers and Future Talent programmes. 
We currently have over 60 Apprentices 
in the business across IT, Engineering, 
Finance, Ground Operations Training and 
Marketing, with 70 new starters planned 
for this year. As our apprentices complete 
their programmes, they transition into 

Our People continued

permanent roles to continue their 
careers and further development with 
us. In addition, we coordinate a range of 
Summer Internships and Placement Year 
opportunities to ensure we continue to 
attract, grow and nurture young talent in 
the industry. 

Further to this, we have 21 colleagues 
on our well-established Pilot apprentice 
scheme, with 21 new colleagues joining 
the scheme in the coming year. 

Jet2 runs its own UK CAA approved 
training centre located close to Leeds 
Bradford Airport. This facility currently 
houses five Full Flight Simulators and 
one Fixed Base Simulator, catering for all 
aircraft types and variants operated by 
Jet2. These will shortly be joined by our 
new Airbus simulator in anticipation of the 
new Airbus A321 neo aircraft deliveries 
which start in early 2023. Cabin Crew door, 
slide, fire and smoke training simulation 
devices are also housed at the centre. 

Our training centre is exclusively 
dedicated to training our colleagues, be it 
flight crew, cabin crew or engineering, to 
the highest professional standards. This 
has given us maximum flexibility during 
and post the Covid-19 pandemic where 
we were able to maintain qualification, 

regain recency for our 1,300 pilots and 
3,000 Cabin Crew and still support the 
growth of our skilled workforce. 

Our CAA Approved in-house type rating 
courses are designed to qualify pilot 
candidates, whether experienced long-
haul captains or talented junior pilots 
from our Pilot Apprentice Scheme. In 
addition, we have the approvals and 
capacity to train ‘in house’ all our pilot 
instructor, examiner and specialist trainer 
qualifications numbering in excess of 230 
for the 2022 Summer season.

Our ethos is to ensure we recruit, train 
and remunerate to enable us to support 
and reflect our brand reputation, which is 
essential to the successful delivery of our 
overall strategy and to sustaining business 
performance over the long term. 

Our brand values 
The delivery of great service is at the 
core of Jet2.com and Jet2holidays 
brand values, which are known internally 
as ‘Take Me There’. Our values are to 
Create Memories; Be Present; Take 
Responsibility; and Work As One 
Team. These values are intrinsic to our 
success and are fully embraced by all 
of our colleagues who are introduced to 
these simple yet extremely effective values 

in their induction. In addition, refresher 
courses are run each year to reinvigorate 
our teams to provide our award-winning 
service by living and breathing our values 
at every opportunity. 
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Communication and 
involvement
We recognise the importance of 
promoting and maintaining good 
communication and it is especially 
important that we encourage two-way 
communication between colleagues 
from all areas of the business and our 
senior leadership team. Consequently, we 
regularly engage through both formal and 
informal channels, along with encouraging 
feedback and comments to our dedicated 
inboxes. One such example is our 
Jet2Cares inbox, which was introduced 
during the pandemic and owing to its 
success continues to be utilised to 
support colleagues. We also actively 
encourage feedback and suggestions to 
be shared with our Senior Management 
including via the ShareWithSteve inbox 
– a direct email to Steve Heapy, our Chief 
Executive Officer, which he personally 
responds to. 

As well as our all-colleague 
communications and suggestions 
boxes, we circulate regular bulletins 
and newsletters covering a wide range 
of topics which are tailored to each 
area of the business. We continue to 
employ our Information and Consultation 
Agreement and Protocol, consisting 
of five separate agreements that cover 
every UK-based Leisure Travel colleague. 
These agreements set out how Jet2.com 
and Jet2holidays inform and consult 
with colleagues as well as how each 
group works in practice, including how 
Colleague Representatives are elected. 

Colleague Representatives are actively 
encouraged to seek views from their 
business areas and to speak up and 
challenge as well as put forward ideas 
and suggestions for improvement to their 
working lives, which can cover any area of 
their role or working environment. We are 
proud of implementing many ideas and 
suggestions from our colleagues into the 
business – their feedback is invaluable.

The collective views and ideas generated 
from communication with our colleagues 
have helped to contribute to our 
organisational change, and we have 
adapted and improved together to ensure 
we continue to develop. We know that 
strong engagement helps us to accelerate 
our colleague development, enhance our 
leadership capabilities and contributes 
greatly to our overall performance. 

Equality and diversity 
We employ a diverse workforce in the 
UK and Overseas and are committed 
to promoting diversity and ensuring the 
equality of opportunity for all within the 
workplace, regardless of age, disability, 
gender reassignment, marriage or civil 
partnership status, pregnancy and 
maternity / paternity, race (including colour, 
nationality and ethnic or national origin), 
religion or belief, sex or sexual orientation. 

We are also committed to ensuring that 
our procedures and selection processes 
in respect of recruitment, terms and 
conditions of employment, access to 
training and promotion and the terms 
upon which we offer access to facilities 
and services, are free from discrimination. 

Our People continued
Case Study –  
Our new wave of apprentice roles

The expansion of our apprenticeship 
programme is another step towards 
making sure we’re employing the most 
highly motivated and skilled colleagues, a 
particularly crucial move in supporting our 
growth plans.

Jet2.com was also named Glassdoor’s 
number one airline in the Top 50 Best 
Places to Work in the UK for 2022. With 
an overall satisfaction rating of 4.2 out of 
5 for workplace experiences, we were 
the only airline to appear in the top 50 list, 
ranking at number 43. 

Our apprentices
While all these great opportunities will 
be available this year, 2022 will also see 
our first apprentices completing their 
qualifications. There are currently more 
than 50 apprentices in training, ranging 
from Level 3 to Level 7, in areas such 
as Engineering, IT, Finance, Marketing, 
Operations and Ground Operations.

The first cohort of Software Development 
Technician apprentices and our Ground 
Operations Specialist apprentice have 
now successfully completed their 
qualifications and transitioned into full-time 
roles within the business.  

A new wave of apprentice 
roles in 2022
To mark National Apprenticeship Week 
in February 2022, we announced the 
exciting expansion of our apprenticeship 
programmes. 

We are delighted to have more than 
70 new apprentice positions available 
over the year. This means that plenty of 
fantastic roles are open to candidates 
eager to break into the aviation and leisure 
travel industries. 

More roles across more 
departments 
As with most things here at  
Jet2.com and Jet2holidays, more 
means more. While this usually centres 
around additional destinations, flights and 
even baggage allowance, this time it’s the 
expansion of our apprenticeship scheme 
to cover even more areas of our business. 
Our Customer Services, Procurement and 
HR functions are among those who will 
benefit from these exciting new positions, 
in roles not only at Holiday House, our 
head office in Leeds, but also across all 
ten UK airport bases. 

Additionally, our first group of Engineering 
apprentices will complete their training 
later in 2022 too, after four years studying 
at our Manchester Airport hangar. 

In September 2021, Caitlin Allcock 
joined us as an IT Apprentice Project 
Manager and she’s now working towards 
gaining her Level 4 Associate Project 
Management (APM) Qualification. Caitlin 
commented, “My advice to others 
considering an apprenticeship, is to 
start networking with individuals from 
the industry that you are looking to work 
in, research the company in detail and 
include all your previous work experience 
to showcase the skills you have.” 

Katie Rankin, Early Careers and Future 
Talent Specialist, said: “As we emerge from 
the pandemic, we are looking ahead with 
real confidence as we continue to grow. To 
support that growth, we want to continue 
recruiting and developing the best team 
in the industry, and our apprenticeship 
programme is absolutely critical to that. 
Our apprentices are already enjoying 
enormous successes, as those who have 
completed their qualifications have secured 
permanent roles within the business.” 
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