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LETTER TO THE STAKEHOLDERS

Dear Stakeholders, 
2014 was a busy year and one of great achievements for Costa Cruises; as you read 
this edition of our Sustainability Report you will appreciate the extent to which we are 
committed to defining new horizons in terms both of the product and innovation, and of 
the path to sustainable growth. 
Our strategic choices are always based on the objective of providing the opportunity 
to have a unique and memorable vacation experience. While meeting and exceeding 
our guests’ expectations in this respect, at the same time we are also well aware of the 
importance of working to protect the environment as well as the artistic and cultural 
heritage of the destinations we sail to, thus ensuring that tomorrow’s cruisers will be 
able to enjoy the same exceptional experiences as today’s. To make all this possible it is 
essential to recognize, value and harness diversity, creating the right balance together 
with all our stakeholders.
We are aware and proud of our capacity to create value on a scale that few companies can 
boast of. The positive impact that we generate in our ports of call worldwide demands 
a transparent approach oriented towards shared choices and programs aimed at growth 
of local communities. This is exactly what we do by means of continuous dialogue. Our 
contribution to development is also readily apparent in the realization of a project as 
ambitious and complex as that of construction of a cruise ship. 2014 saw the christening 
of the Costa Diadema, the epitome of innovation and Italian style. The design concept for 
our new flagship goes beyond the ship herself, embracing our ties with the community 
and delivering an experience representing Italy’s finest to people from all over the world. 
The accomplishment of this project depended on a combination of expertise, talent and 
above all passion. Without these ingredients and without Costa Cruises’ people it would 
not have been possible to achieve a result like this. The route we have plotted for our 
future is based on innovation and engagement in the creation of value so as to guarantee 
sustainable development for our company and for the community. 
One tangible response to the challenges of the future is the introduction of new LNG-
powered ships, an example of our determination to respect the marine environment and 
of our love of the sea.

We’re sure you’ll find this Report an interesting read!

Neil Palomba
Costa Cruises President

The accomplishment 
of this project 
depended on a 
combination of 
expertise, talent 
and above all passion
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AND 4 ON ORDER

AND 2 ON ORDER

SEA  

1  Costa Crociere S.p.A. is the parent company of the Group that operates the brands Costa Cruises 
   and AIDA Cruises.  Effective January 1, 2015 Iberocruceros was integrated into Costa Cruises.

CARNIVAL
CORPORATION & plc

COSTA CROCIERE S.p.A.

SHIPS15

10

COSTA CRUISES

AIDA CRUISES

IN SERVICE

The Costa Crociere Group1 is the largest Italian tour operator. It belongs to 
Carnival Corporation & plc and is headquartered in Genoa (Italy).  Carnival is 
a dual-listed company traded on the London and New York stock exchanges; 
it is the world’s largest cruise ship operator with a fleet of 100 ships carrying 
over 10.5 million guests a year. With a total of 25 Italian-flagged ships in 
service and 6 new vessels due for delivery by 2020, the Costa Crociere 
Group – managing the Operating Lines Costa Cruises and AIDA Cruises – has 
Europe’s biggest fleet and operates mainly in the Mediterranean, Northern 
Europe, the Baltic Sea, the Caribbean, Central America, South America, the 
United Arab Emirates, the Indian Ocean, the Far East and Africa.

COSTA CRUISES:
INFINITE HORIZONS

GROUP STRUCTURE

GOVERNANCE

SHIPS
IN SERVICE
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data as of 06.30.2015

261
DESTINATIONS

15
SHIPS IN SERVICE

553
CRUISES

80,000
AGENTS

WORLDWIDE

19,000
EMPLOYEES

FROM 70 DIFFERENT COUNTRIES 
ON 5 CONTINENTS

OVER

GUESTS FROM  

200
DIFFERENT 
COUNTRIES

60
PORTS OF 

EMBARKATION

2,200 
EXCURSIONS

(300 ECO-TOURS)

Driven by the philosophy of offering vacations to the finest and most 
important destinations worldwide, thereby giving guests the chance 
to interact with many different cultures on five continents, while 
respecting the communities visited, Costa Cruises epitomizes the very 
best in Italian style and hospitality.

137
DIFFERENT ITINERARIES

COSTA CRUISES

+4% +27%

ITINERARIESDESTINATIONS

GOVERNANCE

6
OPERATING 
STRUCTURES
WORLDWIDE
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COSTA DELIZIOSA 

AND ROUND-THE-
WORLD CRUISE

MYCOSTA MOBILE
APP LAUNCHED 

100-day itinerary with 38 
port calls and 380 shore tours 

Launch of application free of charge 
allowing users to chat and phone on 
board the ships in the fleet at no cost 
with unlimited talk and text 

RESCUE OF 
PEOPLE FROM 
A YACHT 
IN THE ATLANTIC OCEAN

NEOCOLLECTION: 
A NEW SHIP

FESTIVAL OF

MEDITERRANEAN CUISINE

WWW.CAREER. 
COSTACROCIERE.IT

Costa Deliziosa rescues 8 people 
from a sailing vessel in distress in 
the middle of the Atlantic Ocean

Costa neoClassica joins the neoCollection 
following a major refit

Costa neoRiviera offers a special program as a tribute to the 
Mediterranean gastronomic heritage in collaboration with UNISG

New recruitment website with job 
openings in the Company, both on 
board and in the shoreside offices

JANUARY

MARCH

FEBRUARY

APRIL MAY JUNE

START OF OPERATIONS 

FOR CONCORDIA 
REMOVAL

IBEROCRUCEROS 
MERGES WITH 
COSTA CRUISES

Go-ahead for Concordia 
removal operations

The Iberocruceros brand 
is fully integrated into 
Costa Cruises

ITALIAN REPUBLIC DAY

CELEBRATIONS

NEW  

RAIL&CRUISE
SERVICE

June 2 celebrated on board Costa’s ships, roving 
ambassadors for Italian excellence worldwide

Agreement with Trenitalia leads to launch of innovative 
formula for the holiday industry: high-speed train links 
taking cruisers to their ports of embarkation

GOVERNANCE

HIGHLIGHTS 2014

http://costacrociere.it/
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EUROPEAN

COAST GUARD 
FUNCTIONS FORUM (ECGFF)
Costa Serena hosts the 6th edition of the Plenary Conference

CONCLUSION OF 

SUSTAINABLE CRUISE LIFE +
PROJECT

End of pilot project on Costa Pacifica for reduction 
of the impact of waste generated on board

SEPTEMBER

NOVEMBER

JULY

CONCORDIA REMOVAL

Completion of refloating and towage of Concordia 
to the Port of Genoa Voltri

COSTACLUB 

GOURMET CRUISE

Costa neoRiviera hosts a gourmet cooking contest 
with the chef Simone Rugiati

OCTOBER

COSTA CROCIERE 
FOUNDATION

Establishment of the Costa Crociere Foundation, a 
non-profit organization for the social and environmental 
betterment of local communities

CHRISTENING OF 

COSTA DIADEMA
Naming in Genoa of the new flagship of the fleet:  
the “Queen of the Mediterranean”

INAUGURATION OF THE SECOND TERMINAL AT THE

SAVONA
PALACROCIERE
Opening of the new area (3000 m2) with 
facilities for cruise passengers in the homeport

COSTA SERENA  
IN SHANGHAI

Costa Serena positioned in the Port of Shanghai, 
the third ship to be deployed in China

COSTA CELEBRATION
Costa Celebration leaves the Costa Cruises fleet

CREW OF FISHING 
TRAWLER RESCUED  
IN THE SOUTH CHINA SEA
Costa Victoria saves 12 crew from 
a burning fishing vessel

FULL MARKS FROM 
THE CDC  
FOR COSTA LUMINOSA

Costa Luminosa obtains a perfect score in an inspection by 
the US Centers for Disease Control and Prevention (CDC)

GOVERNANCE
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Costa Cruises’ business is basically about forging links between different 

people, economies and cultures all over the world.  The sheer scale of 

the system required to provide cruise vacations (from ship production 

to the organization of package holidays) is a significant driver in terms 

of economic growth and development in various parts of the world.  

Reconciling the changing demands and expectations of customers with 

the direct impact on the local communities and the environment is the 

challenge of the future for the cruise industry. 

The global cruise industry is expanding at a rate of 4% a year, confirming 

forecasts of medium-term exponential growth in guests sourced from 

emerging markets, in particular Asia, which registered a 34% increase 

in 20142.  In overall terms, global growth trends are largely in line 

with those recorded the previous year (6.4 million European cruisers 

and 11.4 million North American cruise passengers) and confirm the 

substantial untapped potential in China and Asia as a whole, where 

penetration rates remain very low and cruising is at an earlier stage 

of development and increasing in popularity all the time.  Italy retains 

its place yet again both as Europe’s favorite cruise destination, with 

over 6 million tourists in 2014 and as the main country of embarkation 

with around 2 million passengers transiting in Italian ports.  As well 

as topping the European rankings in terms of numbers of cruise 

passengers, Italy is also the biggest beneficiary of the economic impact 

of the continent’s cruise industry with 4601 billion euros of direct 

expenditure and 102,284 jobs. 

The cruise industry is set for a period of development, at the same time 

testing its ability to innovate and respond to the range of expectations 

and specific demands of the international market.  

Below are the key macro-trends subdivided by type of stakeholder:

CUSTOMERS 

• Growing sensitivity vis-à-vis the value of the service offered. 

• Great expectations regarding transparency values in terms of the 

product, service, pricing and company policies.

• Opportunities to enjoy multicultural experiences on a relaxing holiday 

in attractive and exclusive destinations. 

• Growing interest in the actions undertaken to mitigate the 

environmental impacts generated by cruise ships.

• Appreciation of the quality of the food served on board and 

growing awareness of the nutritional principles and sustainability 

characteristics of the items on the menu.
2 Source: CLIA (Cruise Line International Association) - 2014 Economic Contribution Report:  
 the data is for 2014 and is reported as a percentage increase compared to the previous year.

LOCAL COMMUNITIES 
• Working with local stakeholders to enhance, preserve and protect 

habitats and communities. 
• Growing interest in and acknowledgement of the positive impact in 

terms of job creation.
• Request to identify synergies stemming from partnerships with 

(national and local) organizations so as to launch new initiatives 
providing hospitality for cruise guests.

REGULATORY AGENCIES AND AUTHORITIES
• Further evolution of the regulatory landscape with specific reference 

to shipboard safety and environmental compliance (e.g. confirmation 
of the limits for effluent in the Baltic Sea, adoption of the Polar Code 
comprising new environmental rules for shipping in polar areas).

OUT OF THE 
OVER

22
MILLION
GLOBAL CRUISE 

PASSENGERS 

IN 2014

SOME

10.5
MILLION

SAILED ON BOARD
ONE OF CARNIVAL 
CORPORATION’S 

SHIPS

<2%
GLOBAL 
MARKET

CRUISE INDUSTRY

AN EVOLVING INDUSTRY

GOVERNANCE
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The Group performed exceedingly well in fiscal 2014 and continued to enjoy a very substantial recovery. This performance was even more 
impressive considering it was achieved in the context of ongoing global uncertainty with economic headwinds particularly in Europe.  The Costa 
Crociere Group carried a total of 2.6 million guests during the reporting period, which was substantially in line with the number of passengers 
carried in 2013. 
The Group’s consolidated sales rose from 3,156 to 3,262 million euros, an increase of 3.4%.  Operating income grew to 477 million euros from 
253 million euros the previous year.  This figure includes depreciation for the amount of 26 million euros (59 million euros in FY 2013) following 
the termination of the charter contracts for the Iberocruceros ships when this brand was integrated into Costa Cruises at the beginning of 2015. 
If we leave to one side the impact of these extraordinary operations, the increase in profit in 2014 amounts to 191 million euros in absolute 
terms, up 61% on the previous year.  This was accomplished largely on account of two factors:  an increase in revenues (+107 million euros) 
despite the fact that passenger capacity was unchanged and a significant reduction in running costs.  Mention should be made here of the fall in 
the cost of fuel, which is one of Costa’s major cost items.  In 2014 the average cost per tonne decreased by 8%, enabling a considerable saving 
in the income statement; at the same time, the company furthered its energy-saving efforts with a range of initiatives and actions aimed at the 
monitoring and reduction of fuel consumption and the review of several strategic processes.

In accordance with the note concerning the method used, it is reiterated 
that the allocation of Added Value refers to the Costa Crociere Group as 
a whole and not only to the Costa Cruises brand. The net Added Value 
distributed in 2014 amounted to 1,305 million euros, an increase on 2013 
due to the higher net income.  Added Value for 2014 has been calculated, 
in accordance with the figures shown in Costa Crociere’s consolidated 
financial statement, using the continuing operation principle.

The breakdown of the Added Value generated in 2014 is as follows:
38%  for employees’ salaries, wages and social contributions
1.1%  for the State and Public Administrations in the form of
 income tax paid by Group companies
32.7%  for shareholders in the form of dividends 
26.4%  for company growth by means of reinvestment of a portion 
 of net income (including 1.3% set aside for the Legal 
 Reserve and 25.1% for depreciation of technical and 
 intangible fixed assets used in the production process)
1.7%  for lenders remunerated by means of financial charges
0.1%  for the community by means of initiatives in support 
 of organizations and associations

COSTA CROCIERE
GROUP’S ADDED VALUE

ALLOCATION 
OF ADDED VALUE

ECONOMIC PERFORMANCE. 
GIVE VALUE TO VALUE

26.4%
REINVESTMENT

0.1%

38%
EMPLOYEES’ 

WAGES

COMMUNITY

32.7%
SHAREHOLDERS’ 
DIVIDENDS

1.7%
LENDERS

1.1%
PUBLIC 

ADMINISTRATION

TOTAL 
ADDED
VALUE

GOVERNANCE
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A - Value of production 3,325,730,760.88 3,193,892,570.00 3,065,855,687.00

1. Revenues from sales and services 3,262,399,781.86 3,155,540,034.00 3,006,574,593.00

4. Other 63,330,979.62 38,352,536.00 59,281,094.00

Revenues from typical production 3,325,730,761.48 3,193,892,570.00 3,065,855,687.00

B - Intermediate production costs 2,024,042,246.91 2,101,547,111.70 2,140,182,164.00

6. Consumption of materials 641,308,781.01 710,394,611.00 718,022,504.00

7. Costs for services 1,290,165,102.01 1,330,272,551.00 1,302,673,274.00

8. Leases and rentals 51,090,129.92 29,214,234.00 50,720,968.00

10. Other accruals 7,444,607.06 4,868,849.00 6,217,571.00

11.  Other operating charges 34,033,626.91 26,796,866.70 62,547,847.00

CURRENT GROSS ADDED VALUE 1,301,688,514.57 1,092,345,458.30 925,673,523.00

C - Additional and extraordinary items

12. +/- Balance of additional items 46,992.63 -16,674,304.00 -5,805,635.00

Revenues (additional costs) 46,992.63 -16,674,304.00 -5,805,635.00

13. +/- Balance of extraordinary items 3,342,644.64 -1,355,768.00 9,216,794.00

ADDED VALUE 1,305,078,151.84 1,074,315,386.30 929,084,682.00

TOTAL ADDED VALUE 11/30/14 11/30/13 11/30/12

Costa Cruises invested a total of 550 million euros in the construction 
of the new flagship Costa Diadema, built in Fincantieri’s shipyard at 
Marghera (Venice) and delivered on October 25, 2014.  The new build, 
which boasts the largest gross tonnage of any fleet member, involved 
the deployment of approximately 1000 yard workers and 2500 
employees of allied industries as well as over 400 contracted suppliers 
(mostly Italian firms), engaged in the fitting-out of the interiors.  The 
Costa Diadema’s debut in the Port of Savona coincided with the official 
inauguration of the second terminal at the Savona Palacrociere, which 
is the result of a 10 million euro investment.  Thanks in no small part 
to the new flagship’s weekly calls, in 2015 Costa Cruises will bring 
more than one million guests to Savona, making the Ligurian city 

Italy’s fourth biggest cruise port.  Following a major refit completed in 
December 2014, which was carried out by around 600 yard employees 
and 400 crew members at a cost of approximately 22 million euros, the 
Costa neoClassica joined the Costa neoCollection, thus increasing the 
capacity of the “slow cruising” segment.

EXPANSION OF THE FLEET AND OTHER INVESTMENTS

GOVERNANCE
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As a global cruise operator, Costa Cruises brings together people, economies 
and cultures and has a positive impact on the economic and social development 
of the communities with which it interacts. The principle underlying the 
company’s strategic approach to sustainability is the awareness that its role 
goes beyond simply taking tourists from place to place to create wealth. Costa 
Cruises is a key player in a vast network comprised of a series of stakeholders 
with whom it operates to create social value. 
Based on this premise the company has boosted its efforts to introduce 
increasingly sustainable practices to its business model and everyday 
operations, while focusing on ways of creating wealth that are consistent 
with social demands. Accordingly, the company is committed to achieving 
sustainable growth while guaranteeing environmental protection, 
sharing of value and local economic development in the ports of call. 
Sustainability is integrated into the management system while meeting 
the main objective of interpreting and satisfying stakeholders’ demands 
based on the following priorities: 1) guarantee safety 2) safeguard 
the environment in general and the marine environment in particular 
3) deliver a customer experience that surpasses expectations 4) bring 
about the economic and social development of local communities 
5) enable personal growth 6) supply chain sustainability.

In the economic and social context, Costa Cruises’ role is inextricably 
linked to its capacity to create value and guarantee sustainable growth in 
the long term by means of a multi-stakeholder approach. The company 
operates in a business setting that is extremely dynamic, diversified 
and multicultural. This makes it all the more necessary to fine-tune 
and enhance stakeholder relationships and encourage constructive 
stakeholder feedback with a view to implementing joint actions 
regarding issues deemed particularly important. Costa Cruises prioritizes 
the ability to listen and relate to stakeholders. Accordingly, it regularly 
and proactively engages with stakeholder groups so as to identify the 
latest changes and challenges confronting the industry. The resulting 
input informs Costa’s evaluation of the order of priority for actions and 
helps define the company’s strategy for long-term development. In order 
to foster its commitment to sustainable growth and ensure that the 
associated actions are in line with its (internal and external) stakeholders’ 
expectations, in 2014 Costa Cruises initiated a process of dialogue aimed 
at definition of the most significant areas. The figure below shows the 
main methods of interaction. 

STAKEHOLDER ENGAGEMENT

ENGAGEMENT 
AND GOVERNANCE
OUR APPROACH 
TO SUSTAINABILITY

GOVERNANCE

ENVIRONMENT
• MITIGATION OF IMPACT
• ENERGY EFFICIENCY
• PROTECTION OF WATER RESOURCES
• WASTE MANAGEMENT
• PROTECTION OF BIODIVERSITY

EMPLOYEES
• DEVELOPING AND CAPITALIZING ON 

EMPLOYEE COMPETENCIES
• INTERNAL MOBILITY AND EMPLOYEE GROWTH 
• VALUING DIVERSITY 
• SHARING OF ETHICAL PRINCIPLES

TRAVEL AGENTS
• SHARING OF STRATEGIES
• CONSOLIDATION OF PARTNERSHIPS
• ONLINE TRAINING AND INFORMATION ABOUT THE PRODUCT

CUSTOMERS
• MONITORING OF CUSTOMER SATISFACTION 
• MULTICHANNEL COMMUNICATION (WEBSITE AND SOCIAL MEDIA PLATFORMS)

SUPPLIERS
• SHARING OF OBJECTIVES
• INVOLVEMENT IN ACTIONS TO REDUCE ENVIRONMENTAL IMPACT
• PERFORMANCE MONITORING AND EVALUATION 

GOVERNMENT 
AGENCIES
CONSTRUCTIVE ENGAGEMENT ON ISSUES OF CONCERN TO THE INDUSTRY

NGOs
SOCIAL 
COMMITMENT

MEDIA
TRANSPARENCY OF 
INFORMATION

LOCAL 
COMMUNITIES 
INTERACTION WITH LOCAL AUTHORITIES 
AND ORGANIZATIONS IN ORDER TO 
BENEFIT THE REGION

• INCREASINGLY OCCUPATIONAL 
HEALTH & SAFETY-CENTRIC 
CORPORATE CULTURE 

• TWO-WAY COMMUNICATION 
(SHIP AND SHORE)
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Costa Cruises’ sustainability reporting system focuses on the 
“materiality” of different aspects of its operations, i.e. their significance 
for the company’s main stakeholders. The first edition of the analysis of 
materiality, included in this Report, was conducted with the support of 
the relevant corporate functions in defining the panel of interviewees; the 
feedback enabled the identification of Costa’s most significant economic, 
environmental and social aspects in terms of impact and their assessment 
in relation to the industry as a whole. The stakeholders participated – 
with the assistance of an external third party – in a series of interactive 
workshops held to: identify the key issues, prioritize actions and share 
expectations based on their respective relationships. The definition of the 

ANALYSIS OF MATERIALITY

GOVERNANCE

Materiality Matrix took account of the company’s strategic priorities, its 
core values and social expectations. All aspects linked to the value chain 
that emerged from the analysis as significant issues were included in the 
materiality matrix and constitute the map that Costa Cruises will use to 
further refine its path to sustainability. This Sustainability Report only 
deals with those aspects that scored highly in the materiality assessment 
conducted by stakeholders. Briefly, the material issues in relation to 
which Costa Cruises intends to boost its sustainability strategy and 
reporting processes are: health & safety of guests and crew, integration 
of sustainability with product and service development, protection of 
biodiversity and ecosystems, control and reduction of emissions, respect 
for diversity and creation of an inclusive environment.

USE OF PRODUCTS 
IMPACTING 

BIODIVERSITY

ONBOARD MANAGEMENT 
OF CONSUMABLES

RELATIONS 
WITH SUPPLIERS

SUPPLIERS’ SOCIAL 
IMPACT

ECONOMIC IMPACTS 
ON DESTINATIONS

WATER 
MANAGEMENT

DIVERSITY & 
EQUAL OPPORTUNITIES

RELATIONS WITH 
LOCAL AUTHORITIES

WASTE 
MANAGEMENT

LOCAL 
COMMUNITIES

INNOVATION

EMISSIONS

ANTI-CORRUPTION

ENERGY 
EFFICIENCY

COMPLIANCE WITH 
PRODUCT STANDARDS

SUSTAINABILITY OF 
PRODUCTS

CUSTOMER 
SATISFACTION

ENVIRONMENTAL 
COMPLIANCE

WORKFORCE 
MANAGEMENT

GUEST 
PRIVACY

WORK 
CONDITIONS

HUMAN CAPITAL 
DEVELOPMENT

HEALTH & SAFETY OF 
CREW AND GUESTS

OCCUPATIONAL 
HEALTH & SAFETY

COMPLIANCE WITH
SECTOR REGULATIONS

BIODIVERSITY 
AND PROTECTION 
OF ECOSYSTEMS

HUMAN RIGHTS

STAKEHOLDER 
ENGAGEMENT
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In Costa Cruises the focus on sustainability has progressed and sharpened 
over the years so that it has become an integral part of the management 
model and the strategic approach to the company’s business decisions.  This 
is reflected by the mapping, control and sustainable management of the 
impacts generated and the economic and social opportunities arising from 
a business involving the transportation of millions of people to the world’s 
finest tourist destinations.  Costa’s founding principles, corporate policies 
and development plans include a precautionary approach combined with 
sustainable value creation based on the company’s awareness of its role as 
a global operator.  This commitment is shared throughout the organization 
and entails specific responsibilities in terms of management and action. 
At an organizational level, responsibility for implementation of 
sustainability strategies and policies rests with the Group CEO, who 
chairs the Sustainability Steering Committee, which is comprised of 
representatives from the corporate functions most directly involved in 
implementation of the Sustainability Plan.  The Committee is responsible 
for attainment of the set objectives.  The Sustainability Department is 
in charge of coordination of the relevant activities vis-à-vis the associated 
corporate functions and external stakeholders.  This department interacts 
with the senior managers of the corporate functions responsible for the 
operational management of the main sustainability areas and has the 
task of supporting them in the analysis of impacts and the definition of 
potential areas of intervention.  The department also plays a central role in 
promoting a corporate culture based on operating responsibly.

SUSTAINABILITY GOVERNANCE SYSTEM

Costa Cruises’ Corporate Governance system is based on its firm belief 
that a necessary precondition for the creation of long-term wealth for 
all its stakeholders is the pursuit of business practices that are ethical, 
transparent and accountable. In line with the Corporation and with 
this awareness of the need to conduct business as a responsible global 
citizen and to provide industry leadership, Costa has adopted a system 
of corporate governance based on international best practices and a set 
of rules consistent both with changing legal and statutory requirements 
and with the company’s core values. The Business Management Model 

employed (in line with the provisions of Legislative Decree no. 231/2001) 
is a reflection of the firm commitment to compliance with statutory 
obligations, transparency values and corporate accountability when 
dealing with internal and external stakeholders.

OPERATING 
RESPONSIBLY



For Costa Cruises, respecting human rights and acting with integrity 

in all business dealings is part and parcel of its corporate culture and its 

determination to operate responsibly. The company’s basic principles 

underpinning the commitment to maintaining the highest ethical standards 

when interacting with stakeholders are contained in Carnival Corporation & 

plc’s Code of Business Conduct and Ethics, which is fully embraced and 

applied by Costa Cruises.

Designed to facilitate transparency, respect and dialogue in relationships 

between stakeholders, the Code of Business Conduct and Ethics is a statement 

of the Corporation’s core values. The Code is one of the cornerstones of the 

governance model, providing guidance on ethical matters pertaining to 

economic, environmental and social issues as well as the direct involvement of 

stakeholders. Compliance at all times with the principles of legality, the rules of 

corporate governance and the highest standards of ethical business behavior is 

a vital part of sustainable management practices. For this reason all corporate 

policies and company procedures are defined and structured in accordance 

with the provisions of the Code and provide additional operational guidance on 

specific matters dealt with therein, such as: respecting human rights, valuing 

diversity, promoting inclusion, business integrity, conflicts of interest, tackling 

forms of corruption, environmental protection, promoting sustainability and 

reporting improprieties. 

Compliance with the Code is a requirement for all members of the Board 

of Directors, senior management and employees (onshore and on board), 

each person within their respective areas of competence and according to 

their individual functions and responsibilities. Available in seven languages3, 

the Code is readily accessible on Carnival’s corporate website and on Costa 

Cruises’ intranet; a copy is also posted on the bulletin boards in the workplace 

(for shoreside and shipboard employees). When they are first hired, all Costa 

employees sign a form indicating that they have read, understood and agreed to 

comply with the Code of Business Conduct and Ethics and their understanding 

is enhanced by attendance at subsequent (job specific) refresher courses dealing 

with ethical issues. To reinforce the company’s commitment to ethical business 

behavior, senior managers are tasked with promoting the pursuit of ethical 

business practices. In this connection shoreside employees at the Director level 

ETHICS: RESPECTING HUMAN RIGHTS 
AND CODES OF BUSINESS CONDUCT
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3 Versions available in Italian, English, French, German, Spanish, Portuguese and Chinese

4 Procedure for Improperties procedure (available in 8 languages).

As far as concerns contracts entered into by the company with third parties 
(suppliers, consultants and travel agents), these stakeholders are also 
required to abide by the latest edition of Costa Cruises’ Business Partner 
Code of Conduct and Ethics. 
Any violation of company policies or of the Code of Business Conduct 
and Ethics or any other nonconformity can be reported directly using the 
Carnival Corporation hotline or via the website www.carnivalcompliance.com 
and strict confidentiality is guaranteed. Detailed information about how 
to do this is set out in a specific procedure4 providing for continuous 
monitoring: reported violations are screened, reviewed and investigated. 
Where necessary, appropriate corrective actions are taken. In 2014 there 
were 47 reports lodged, three of which were confirmed and duly dealt 
with by the company. 
The fact that Costa Cruises is by definition a multicultural enterprise 
makes the company all the more conscious of the need to respect human 
rights. Costa is committed to recognition of fundamental human rights 
not only in its own activities but also with regard to those carried out 
by its partner organizations. In this regard, in accordance with the 
relevant rules and requirements, the company also abides by the ILO 
core conventions and the OECD Guidelines for Multinational Enterprises. 
Potential risks in this regard are examined very closely and Costa Cruises 
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20%

0%

40%

60%

80%

100%

11%

11%

89%

36%

18%

64%

82%
89%

is extremely receptive to feedback and reports dealing with human rights 
issues. A similar approach is adopted concerning stakeholder compliance 
with the standards and ethical working practices set out in Costa’s Anti-

corruption Policy & Guidelines; special attention is paid to dealings with 
public officials, where the potential risks are greatest. 
In 2014 the company continued to concentrate on the promotion of 
preventive measures and the dissemination of internal procedures with 
the specific objective of raising all employees’ awareness of the above 
issues and strengthening the senior management’s commitment to 
tackling all forms of corruption. 
In accordance with the principles of transparency, integrity and fair 
competition, Costa Cruises shares and adheres strictly to Carnival 
Corporation’s Antitrust Policy and Guidelines, designed to prevent 
any business activity that unreasonably restrains free trade and limits 
competition. Compliance with the Guidelines and implementation of 
the associated activities is mandatory for our employees and business 
partners. In line with this approach, specific compliance training programs 
have been introduced to control the prevention and management of the 
areas identified as having the most significant risk with regard to antitrust 
and anti-corruption issues.

and above complete and sign a Business Ethics Disclosure Form once annually. 

The process of sensitization across the organization is facilitated by mandatory 

ethics training; all employees are required to complete the computer-based 

training biennially. Additional ethics training is assigned based on employee 

position and responsibilities with certain employees in sensitive roles receiving 

specific anti-corruption training also touching on antitrust issues.
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DIALOGUE WITH INSTITUTIONS AND ASSOCIATIONS

Costa Cruises believes that, in order to be a truly socially accountable 
company, it must necessarily participate in public policy development in 
support of the local communities in those countries where it operates; 
for this reason Costa is actively involved in constructive dialogue and 
stakeholder engagement activities with public sector representatives and 
many trade organizations, both in Italy and abroad. This interaction is 
vital in terms of determining trends and patterns in politics, government 
administration and society at large and so as to pre-empt and direct the 
company’s strategic decisions. In 2014 relations with institutions were 
managed so as to conduct effective lobbying and facilitate transparent 
communication and correct evaluation of Costa Cruises on issues of 
concern to shipping and the tourism industry. Costa Cruises’ participation 
in trade associations mainly concerns: economic questions, such as the 
growth of the cruise industry in the context of sustainable development 
in an internationally competitive and consistent fiscal and policy 
environment, as well as technical and legal matters and environmental 
stewardship. More specifically, Costa Cruises liaises continually with the 
main organizations in the cruise industry and in the broader maritime 
industry – namely IMO, CLIA, ECSA5, IMEC5, ICS5 and CONFITARMA6 – 
and is an active member of a number of national and international working 
groups engaged in addressing a broad range of topical sustainability 
issues. Costa has particularly close links with local organizations (e.g. Port 

Authority, Municipality and local representatives) in the different ports 
of call; these relations are cultivated in a spirit of close cooperation in 
order to define hospitality and facilities for cruisers, and identify joint 
initiatives benefiting the local economy and fostering the local cultural 
heritage. Costa’s relations with institutions, associations and other 
organizations are governed by the Code of Business Conduct and Ethics 
and by a specific procedure7 defining these stakeholder relationships and 
the sharing of information in order to identify and discuss key issues for 
the industry. 

5 ECSA European Community Shipowners’ Associations:  the national shipowner associations of 
the EU and Norway;  IMEC - International Maritime Employers’ Council:  the only international 
employers’ organization dedicated to maritime industrial relations; ICS - International 
Chamber of Shipping:  the principal international trade association for the shipping industry, 
representing shipowners and operators in all sectors and trades.

6 CONFITARMA (Confederazione Italiana Armatori) is the Italian Shipowners’ Confederation.

7 Anti-corruption Policy & Guidelines and specific regulations for the UK regarding the Limits on 
Donations to Political Parties.  The relevant documents can be downloaded from the company 
intranet.
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Key sustainability impacts 
(risks and opportunities) and aspects

• Protecting the health and safety of guests and crew
• Ensuring the security of guests, crew and ships
• Preserving the natural environment
• Remaining transparent in sustainability performance and accountability
• Managing and retaining the best talent
• Fuel consumption efficiency
• Reducing CO2 emissions
• Improving natural resource management
• Operating worldwide in a changing regulatory landscape
• Partnering with communities/ports-of-call

The commitment to fully complying with all requirements related 
to health, environment safety and security throughout all business 
activities and to the prevention and management of the associated 
risks is guaranteed at all levels in line with the shared top-down 
approach designed by Carnival Corporation for all its Operating 
Lines.  Carnival’s Board-level HESS Committee was established 
to assist the Boards of the Operating Lines in fulfilling their 
responsibility to supervise and monitor HESS and sustainability-
related policies, programs at sea and onshore.  Within each 
Operating Line the process of planning and auditing on board 
and in the shoreside offices is managed by the RAAS Department, 
which is required to submit audit reports of HESS processes and 
performance to the ships and Operating Line headquarters.  Senior 
management reviews the HESS Policy annually; any updates are 
duly announced and disseminated within the organization.

8 HESS:  Health, Environment, Safety and Security.

9 More specifically, the main areas of risk that Costa Cruises is exposed to are illustrated in the 
‘Risk factors and uncertainty’ section of the Annual report on operations, to which reference 
should be made for further details.

GOVERNANCE

Responding effectively to the challenges and opportunities associated 
with sustainable growth – for example global patterns of socio-economic 
development, changes in the regulatory framework (especially environmental 
requirements) and technological innovation – depends on the capacity to pre-
empt possible areas of risk. For this reason, to ensure that Costa remains a 
center of excellence in the use of risk management techniques designed to 
address the changing core issues facing the industry, the model adopted is 
constantly reviewed and updated on the basis of the latest key factors affecting 
the company9. The ERM process involves the continuous systematic analysis 
of potential risks in order to pre-empt them, guarantee value creation, achieve 
business objectives and protect environmental and social aspects. 
Risk mapping is carried out using a structured approach based on the 
identification of risk events and the definition of the level of priority with the 

MANAGING RISKS

The specificity of Costa Cruises’ business means it faces a number of challenges 
related to environmental sustainability and the global socio-economic landscape. 
The company’s risk prevention and management policy is completed by an 
integrated model, developed globally by Carnival Corporation and based on the 
main international Enterprise Risk Management (ERM) standards.
In accordance with the guidelines established by the parent company, Costa 
has adopted an approach aimed not only at managing the risks to which it 
is exposed but also at identifying new business opportunities and raising 
employees’ awareness of these issues. Accordingly, responsibility for risk 
management is assigned to the strategic areas of the organization, specifically 
to the departments in charge of HESS8 activities and policy implementation. 
Meanwhile, the internal auditing system is managed by the Risk Advisory 
and Assurance Services (RAAS) Department.

direct involvement of the senior management. An integral part of the ERM 
process is systematic analysis: assessment of discrepancies and consequent 
identification of corrective actions and opportunities to manage each risk. 
The whole process is managed by the RAAS Department, which works closely 
with the senior management and is in charge of: carrying out suitable checks 
and audits and subsequently providing feedback regarding consolidation of 
the results of the assessment. Internal auditing and assessment is conducted 
annually based on maximum transparency and the full evaluation of possible 
impacts on the business using a “bottom-up risk based” approach. As far as 
concerns each individual ship, audits are performed by RAAS – Maritime and 
comprise: 1) verification of compliance and 2) monitoring of the progress or 
closure of corrective actions. In 2014 audits were held fleetwide (15 HESS 
Audits, one on each ship, and 11 Verification Visits to certify the progress/
closure of corrective actions).

Management systems: approach and principles.

Take action on significant differences between actual and planned 
results. Analyze these differences to determine their root causes. 
Determine where to apply changes that will improve the process 
or results.

Study the actual results of implementation and compare against the 
expected results.

Define and implement the established plan and processes.

Plan and establish objectives and processes necessary to achieve the 
required and expected results.

PREVENTION

IMPLEMENTATION

DETECTION

FEEDBACK AND IMPROVEMENT
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procedures, regulatory requirements and the OHSAS 18001 standard. 
Costa’s safety-centric corporate culture revolves around the commitment 
of each employee to embrace and implement safety and accident 
prevention procedures. To this end, in 2014 the company continued to 
work to create a culture where safety is always front of mind; initiatives 
in this direction included a shipboard program of sensitization and 
proficiency drills for crew members (a total of 264,262 hours) and 
shoreside operatives (a total of 2060 hours).
The main objective is to guarantee that employees have a perfect 
understanding of the procedures and acquire the competencies they 
are required to apply in an emergency situation. The process of 
sensitization also sees the direct involvement of guests, who take part 
in the regularly scheduled boat drills held in embarkation ports before 
departure. A safety video covering lifeboat, fire and general safety is 
also aired on the in-cabin television system for guest viewing. 
Costa Cruises’ ships are designed, built and maintained in full compliance 
with international safety standards laid down by maritime classification 
societies, which also audit the ships on a periodic basis to verify that 
safety standards are met. Additionally, in relation to safety, advanced 
navigational, weather monitoring and communication technologies are 
critical components of Costa’s ship design providing the Master and his 
team with updates in real time and constant connectivity (via satellite) 
with the shoreside authorities. The company has a fleetwide satellite 
communication system to ensure constant global coverage.
The security of Costa’s guests and crew is of paramount importance 

With millions of passengers on board its ships, Costa Cruises’ constant 
commitment to their health, safety and security has always been and 
remains its first priority; this means complying with and exceeding all 
legal and statutory requirements related to HESS (Health, Environment, 
Safety & Security). All the procedures implemented to guarantee the 
protection of guests, crew and assets (ships, port terminals and IT 
systems) are managed using an integrated approach in accordance with 
the Corporate HESS Policy. 
Safety on board and throughout the voyage (from embarkation to 
disembarkation) is Costa Cruises’ top priority. Guaranteeing the 
complete safety of guests and crew is imperative and, to this end, the 
company looks at ways to secure safety and create a culture where safety 
is of the utmost concern throughout the organization and extending to 
the cruise industry as a whole. In line with the processes and guidelines 
laid down by Carnival Corporation (the most updated and efficient 
within the industry), Costa’s approach to HESS matters is based on the 
HESS Policy and managed with the aim of going beyond the stringent, 
international regulatory standards established by IMO (International 
Maritime Organization) and set out in the SOLAS Convention10. This 
covers subjects such as: bridge resource management, (job specific) 
training and employee assessment, life-saving equipment and systems, 
ship stability and watertight integrity, emergency preparedness and 
response. Costa Cruises’ Safety Management System (SMS) ensures 
that safety is an integral part of its (shipboard and shoreside) managerial 
processes with harmonization between the Corporation’s practices and 

SAFETY FIRST
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10 SOLAS (Safety of Life at Sea) is the name of the IMO international convention concerning the 
safety of merchant ships.
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and every effort is made to provide a secure environment. These efforts 
start long before any passenger boards the vessels or any voyage is 
begun. Costa’s security processes are designed to minimize security-
related risk while allowing the smooth flow of guests, crew and 
supplies. Security personnel (comprising third party suppliers and local 
authorities) maintain strict access control to the ships, with screening 
checkpoints similar to those found at airports. Costa employs a variety 
of technologies to assist security personnel, including systems for 
recognition of passengers on the ship’s official manifest. 
The choice of itineraries and destinations takes into account the risk 
factors associated with each country: security issues, socio-political 
situation, extreme weather conditions, epidemics, etc. Ongoing 
monitoring of the risks is conducted by Costa Cruises, which analyzes 
the intelligence gathered and liaises directly with the port authorities 
as well as the relevant Embassies and Consulates and, if necessary, 
the Ministry of Foreign Affairs. Possible changes of cruise route due 
to an emergency affecting a specific destination are assessed by the 
Marine Operations Department with the assistance of the Company 
Security Officer, who provides information required by Costa’s internal 

organizations for the purpose of authorizing port calls and planning 
security measures. This type of activity is carried out in real time in 
the event of security-related risks arising from a crisis involving any 
country on Costa Cruises’ itinerary plan. 
As far as concerns occupational health and safety, see the relevant 
section of this Report.
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SEA  SAFEGUARDING 
THE ENVIRONMENT

Our job is to make it possible for any person wishing to do so to sail to the world’s loveliest destinations and, at the same time, to guarantee 
stewardship of the marine environment as well as of the environment in and around the ports of call.  We do this with passion and we tackle the 
extreme complexity of the cruise business without overlooking the slightest detail, with the specific objective of minimizing our environmental 
footprint.  We are committed to helping protect and preserve the natural environment so that it can be handed down intact to future generations 
of travelers and the local community.

CAREFUL BY NATURE

MITIGATING OUR IMPACT:  
OUR APPROACH AND 
ENVIRONMENTAL 
MANAGEMENT SYSTEM
In Costa Cruises, stewardship of the environment, resources and local 
communities worldwide is ensured by adopting a balanced approach to 
business based on sustainable interaction. This means managing increasing 
numbers of cruise guests and the consequent impacts generated by defining 
specific action plans for each area of intervention. The plans defined by 

Costa Cruises entail the direct management of a range of aspects such 
as: use of fuel and electricity, control and minimization of emissions and 
water consumption, disposal of wastewater, waste reduction and disposal, 
and involvement of the supply chain. The company concentrates its 
resources in all these areas with the aim of achieving tangible results. The 
possible impact of some of these factors on the biodiversity of the marine 
environment and the ecosystem makes it imperative to adopt extremely 
rigorous standards and procedures. Environmental management activities 
are carried out in full compliance with the guidelines laid down by Carnival 
Corporation (an integral part of the HESS Policy) and are deliberately 
designed to go beyond regulatory requirements. 

100%
SEPARATED WASTE 
CATEGORIZED ON BOARD

-1.36%
TOTAL WATER 
CONSUMPTION 
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The Environmental Plan sets out Costa Cruise’s short and long-term 
objectives and is a cornerstone of Costa’s approach to sustainability.  
Responsibility for the Environmental Plan and for implementation of 
the Environmental Management System is shared by a number of 
bodies reporting to the Marine Operations Department and in charge 
of:  guaranteeing compliance with the relevant rules and regulations, 
defining improvement objectives and the investment plan (for the 
fleet and shoreside activities), monitoring performance indicators and 
managing projects to reduce the company’s environmental footprint.  
Each ship in the fleet has an Environmental Officer, who oversees 
environmental compliance and implementation of procedures on 
board.  Continuous monitoring of environmental performance 
indicators, which is facilitated by the use of a dedicated software 
platform, is one of the main means of:  determining whether each ship 
is operating properly, devising new action plans, realigning programs 
and setting new objectives.  The foregoing platform, which was 
extended in 2014, also provides access to training materials and the 

associated documentation (e.g. operational procedures, manuals etc.). 
Environmental impacts are categorized, measured and assigned a 
level of priority based on the possible effects they can generate; the 
systematic collection and processing of environmental data is used 
to monitor performance and identify material sustainability issues 
and the options available in terms of addressing, controlling and 
mitigating those issues.  The Environmental Management System is 
applied both on board and in the shoreside offices in accordance with 
the ISO 14001 global standard. 
Costa Cruises deems it vitally important to provide comprehensive 
environmental training for its crews; to this end all shipboard 
employees receive regular training tailored to their specific job 
responsibilities.  During the reporting period the environmental 
training of Costa’s Officers continued to focus on management of 
activities that may have a significant environmental impact on board.  
In 2014 Costa delivered a total of 105,621 environmental training 
hours for crew members and Officers.



1 The Marine Environment Protection Committee is an IMO subsidiary body concerned with
 prevention and control of pollution from ships.

2 Seatrade Med is the Mediterranean’s premier cruise industry event and is held every two years.
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necessarily depends on the pursuit of an approach combining use of the 
best conventional technologies with alternative systems, while embracing 
aspects of ship design and directly involving all the relevant stakeholders. 
For this reason the company participates proactively in many initiatives and 
round table discussions both in Italy and internationally (more specifically 
in 2014: MEPC1, presentation of the LIFE+ Sustainable Cruise project and 
raising awareness of the need for cooperation with ports of call for effective 
management of the disposal of waste generated on board; Seatrade 
Med2, presentation of the Sustainable Cruise project results; continued 
participation in working groups on environmental issues, notably the ECSA 
Safety & Environment Committee and the CLIA Europe Environment, 
Safety and Security Sub-Committee, enabling the maritime industry to 
leverage our extensive expertise and experience in the application of best 
practices for the purpose of tackling climate change issues).

Addressing the global challenge of climate change is a massive undertaking 
for the company. The cruise industry is called upon to do its part and actively 
participate in efforts to research and develop initiatives that minimize 
greenhouse gas (GHG) emissions and reduce the carbon footprint while 
taking passengers all over the world. As an innovation driver in the cruising 
industry, Costa Cruises is committed to reducing the GHG emissions from 
shipboard operations as well as from associated shore activities such as 
transportation of guests to the places on the itinerary plan and to the port 
of departure.
The transition to a low-carbon economy offers countless opportunities, 
including the creation of new jobs, economic growth and safe energy. For 
Costa Cruises, addressing climate change means innovation, renewal and 
commitment of financial resources. The company believes that lasting 
effective results can only be achieved by adopting a long-term integrated 
approach engaging all the stakeholders: energy and fuel producers, industry 
operators (including suppliers), customers, scientists and researchers, 
financiers and government agencies. In line with the Environmental Plan, 
the company is committed to developing and implementing solutions that 
are safe, ecologically sustainable and economically viable so as to tackle 
climate change while protecting environmental and human health. The 
initiatives undertaken by Costa are the result of an extensive process of 
sharing of solutions with its internal and external stakeholders including, 
for example, the company’s partners providing ship maintenance 
services. The basic starting point is the awareness that there is no one 
solution to the different challenges faced by the cruise industry. Progress 
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Optimization of fuel use and direct GHG emissions is a strategic 
objective for Costa that requires a multipronged approach comprising 
all possible areas of intervention and practical solutions for cruise 
ships. And this must be achieved without impinging in any way on 
safety, which remains the number one priority.
In accordance with Carnival’s overall corporate target of a 25% 
reduction (from its 2005 baseline) in the intensity of GHG emissions 
by 2020, Costa implements energy-saving solutions and plays an 
active part in efforts to research low energy technologies for use 
fleetwide. Shipboard fuel consumption was the most significant 
contributor in 2014 with 15 ships deployed worldwide, while the 
company’s shoreside facilities accounted for only 0.1%, which was 
basically in line with the previous year. The power consumed during 
dry docking amounts to 0.5% of annual energy consumption and 
depends on the number of ships scheduled for regular maintenance. 
Despite the growth in the number of passengers and the addition of 
a new ship to the fleet in 2014, Costa achieved a 3%3 year-on-year 
reduction of its carbon footprint. In 2014 there was a decrease in fuel 
consumption per passenger per day of 9% with a consequent drop in 
harmful emissions, in the form of an annual reduction of 4% in SOx 
and 7% in NOx and PMs.
A cruise operator’s output of emissions comes mainly from two 
sources: fuel combustion processes (for ship propulsion and 
generation of on-board hotel power) and use of refrigerant gases 
(for air conditioning and refrigeration systems).

ENERGY
REDUCING OUR 
CARBON FOOTPRINT

(EN20) EMISSIONS OF OZONE-DEPLETING 
SUBSTANCES CFC-11 EQUIVALENT (kg)*

2011 2012 2013 2014

115

9 5 1.6

3 The percentage was calculated on the total CO2 produced and not weighed.

4 In accordance with the Corporation’s internal regulations, HFO is further broken down into 
two categories: High Sulfur Fuel Oil (HSFO) and Low Sulfur Fuel Oil (LSFO); the latter has a 
reduced sulfur content and is a much cleaner fuel than the former. Costa Cruises uses LSFO 
whenever requested.

*  The ODP (ozone depletion potential) conversion factors are those given in the Montreal
 Protocol Technical Papers.

Two kinds of fuel are used on board Costa’s ships: 1) Heavy Fuel 
Oil (HFO), a type of blended oil used in ship’s engines and for the 
generation of electricity4 and 2) Marine Gas Oil/Marine Diesel Oil 
(MGO/MDO), which is more refined fuel intended for marine use, 
employed for auxiliary services.
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During the reporting period efforts to reduce shipboard fuel consumption 
and consequent CO2 emissions across the fleet were concentrated on 
implementation of the following projects: vessel speed reduction, 
course adjustment, introduction of technological initiatives for 
reducing consumption, and ship efficiency performance management. 
Monitoring of environmental performance is conducted thanks to the 
use of business intelligence software, which was upgraded in 2014 with 
the addition of new functionalities. This platform enables the analysis of 
comparative data regarding: shipboard energy consumption, compliance 
with optimum speed for each leg of the cruise as well as with scheduled 
departure and arrival times in the different ports, optimization of use of 
generators and auxiliary engines. The system is engineered to minimize 
deviations from the optimal energy consumption profile and to identify 
potential further energy-saving measures5. 
The implementation of cutting-edge technical solutions to reduce air 
emissions and improve air quality was very much on the agenda in 2014. 
Costa collaborated with the parent company on the project for installation of 
the ECO Exhaust Gas Cleaning (ECO-EGCTM) system designed to remove 
major pollutants from the exhaust gases irrespective of the ship’s operating 

condition - at sea, during maneuvering and in port. The ECO-EGCTM system 
incorporates a two-pronged mechanism: one that uses filters that decrease 
particulates from the ship’s engine emissions and another that uses seawater 
for the reduction of NOx and SOx emissions. This system, which is entirely 
designed by Carnival Corporation using a proprietary technology, has been 
fitted on the Costa Luminosa, Costa Pacifica and Costa Diadema. 
As far as concerns shipboard refrigeration/cooling, in 2014 the company 
completed the process of conversion of all the relevant systems with the 
fleetwide replacement of hydrochlorofluorocarbon (HCFC) refrigerants 
by hydrofluorocarbon (HFC) refrigerants, which have no ozone depletion 
potential. Maintenance of this equipment was carried out regularly in order 
to prevent any refrigerant leaks. During the reporting period there were 
refrigerant gas leaks amounting to approximately 21 metric tonnes; this 
substantial decrease in emissions (4.8%) is due to the maintenance and 
continuous monitoring carried out by the shipboard technicians.

5 This type of approach is in line with Carnival Corporation’s internal system of measurement for 
consistent comparison of results from the different Operating Lines based on three indicators:   
1) Efficiency:  g/ALBNM, 2) Itinerary Distance:  NM/Op Days, 3) Consumption (derived from 
the sum of the first two):  MT/kALBD.
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* For the calculation of the volume of SOx, NOx and PMs the company uses conversion factors laid down by Carnival Corporation for the evaluation of ship emissions. There are no GHG emissions 
standard metrics in the cruise line industry. With the aim of guaranteeing a system of control and management of the level of impact generated by each ship (from operating the diesel-electric and 
diesel power plants) the parent company has implemented measures based on existing International Maritime Organization (IMO) regulations, including the voluntary introduction of a Ship Energy 
Efficiency Operational Indicator (EEOI) as a monitoring tool for managing passenger ship efficiency performance over time. The company measures and reports the ship fuel consumption rate in terms 
of grams of fuel per Available Lower Berth Kilometer (ALB-Km).6 
The indicator SOx takes into account the sulfur included in the fuel; this value was obtained from the bunker delivery notes issued to the ship at each refueling stop.

CO2 emissions arising from consumption by the shoreside offices amounted to 2406 tonnes in 2014, i.e. a negligible quantity compared to the CO2 produced by the ships.

Tonnes 2012 2013 2014

NOx* 31,441 30,516 28,362

SOx* 20,162 19,770 18,849

PMs* 580 563 524

g/ALB Nm 2012 2013 2014

NOx 10.3 9.8 9.7

SOx 6.6 6.4 6.5

PMs 0.191 0.182 0.180

(EN21) NOx, SOx NOx, SOx AND OTHER SIGNIFICANT AIR EMISSIONS BY TYPE AND WEIGHT

(EN21) SHIP FUEL BREAKDOWN BY TYPE

Tonnes 2012 2013 2014

CO2 from HFO and LSFO 1,411,861 1,372,193 1,257,748

CO2 from MGO 99,469 94,404 106,391

Total CO2 1,511,330 1,466,597 1,364,139

(EN15) CO2 FROM USE OF FUEL (Total direct and indirect GHG emissions by weight)

Tonnes 2012 2013 2014

CO2 from refrigerant 
releases

52,848 41,775 43,016

Total shipboard  CO2 1,564,178 1,508,372 1,407,154

(EN15) CO2 FROM REFRIGERANT RELEASES

kg/ALBkm 2012 2013 2014

CO2 produced 0.2776 0.2548 0.2524

Percentage variation CO2 
produced compared with 2005 15% 19% 19.8%

(EN18) CUMULATIVE PERCENTAGE VARIATION

6 ALB-km stands for Available Lower Berth kilometers. Available Lower Berth is a standard cruise industry metric of ship passenger capacity and refers to the number of guest beds available on a 
cruise ship, assuming two people occupy a cabin. Combining this metric with distance travelled in kilometers, allows us to incorporate the guests we are carrying as well as the fact that we are 
transporting our guests over distances. 

HIGH SULFUR

84% 79%

LOW SULFUR

10% 14%

2013 20132013 2014 20142014

MGO/MDO

6% 8%
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Costa Cruises considers passengers’ travel to and from the port of (dis-)
embarkation part and parcel of the cruise. For this reason in 2014 Costa 
conducted an assessment and promotion of alternatives to transport by 
road and, where possible, by air. In this context the company entered 
into a partnership with Trenitalia for “train + cruise” packages taking 
(mainly Italian) cruisers all the way to their ports of embarkation. The 
Rail&Cruise formula has had a positive effect in terms of the indirect 
impact of Costa’s operations, shifting some traffic from road to rail and 
reducing emissions in and around the ports concerned. 
The mobility of employees from the headquarters in Genoa to and from 
Savona, which is the homeport for most of the ships in the fleet, was 
studied with a view to reducing the associated impact. To this end in 
2014 for the first time an electric car - BMWi3 with an eDrive engine 
- was added to the company’s vehicle fleet for use on short business 
trips. The pilot project will be assessed and, subject to the results, may 
be extended.

With regard to indirect emissions like guest transport to and from ports of 
embarkation, business travel and logistic activities related to transport and 
deliveries of supplies, since primary data is unavailable making it difficult 
to harmonize the associated GHG emission accounting, in compliance with 
requirements for reporting Scope 3 emissions Carnival Corporation made an 
estimate of the aforementioned upstream and downstream indirect emissions 
associated with cruising7. Based on this estimate, the portion attributable to 
Costa Cruises’ upstream activities amounts to 6970 metric tones of CO2.

PORTS OF DESTINATION:  ALTERNATIVE MOBILITY

INDIRECT EMISSIONS

Detailed information regarding Carnival 
Corporation’s assessment and reporting of 
“Scope 3” indirect GHG emissions is available at 
www.carnivalcorp.com

Costa’s shipboard and shoreside energy efficiency projects are an integral 
part of its Environmental Plan. Energy use on the ships is inextricably 
linked to fuel consumption; accordingly, all Costa’s energy-saving efforts 
are directed at reducing the fuel consumption rate. In accordance with the 
annual target (a reduction of between 0.25% and 2.5%), Costa reduced 
annual specific energy consumption (MT/kALBD) by 9.7% in 2014. 
Set objectives and targets are met in full compliance with the relevant 
IMO regulations, which not only govern consumption parameters but also 
include as a basic requirement the development of a ship-specific Ship 
Energy Efficiency Management Plan (SEEMP). Costa Cruises’ shipboard 
energy-saving plan is extremely detailed and provides for a series of 
harmonized actions ranging from streamlining of various processes to 
the implementation of technical measures and ship maintenance. 
In synergy with the long-term strategy and program defined by the 
parent company, Costa implemented a number of shipboard energy 
efficiency projects during the reporting period. The activities involved 
were all conducted on a voluntary basis in the context of going beyond 
the scope of mandatory requirements. The table shows the main 
initiatives undertaken on board and ashore in 2014 to reduce greenhouse 
gas emissions.

INCREASING ENERGY 
EFFICIENCY: OUR PROGRAMS

7 It is pointed out that GHG emission calculations for Scope 3 use various sources of secondary 
data since primary data is unavailable.  The secondary data sources are not all encompassing 
as Carnival Corporation is still evaluating other potential energy consumption activities; CO2 
emissions related to capital goods have not yet been calculated.
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SHIP OPERATION 
AND MAINTENANCE 

INITIATIVES

ENERGY 
EFFICIENCY OF 

INFRASTRUCTURE 

Redesigning more fuel-efficient itineraries.
 100%    100%

Optimum ship trim 
evaluation systems.

 +13%    33%

Optimum use of shipboard diesel 
generators at sea and in port.

 100%    100%

Planned maintenance of the hull and 
regular scheduled cleaning of the propellers. 

 100%    100%

Installation of technology to increase 
the amount of waste heat recovered 

from engine cooling water.
 +6%    93%

Optimum use of the HVAC (heating, 
ventilating and air conditioning) system 
in the public areas.

 100%    100%

Optimum regulation of the HVAC system.  
 +60%    60%

IMPLEMENTATION 2014 TOTAL IMPLEMENTATION

Replacement of existing 
light globes with low power 

consumption LED lamps.
Genoa Headquarters 

Gradual replacement of existing light globes 
with low power consumption LED lamps.

 +73%    100%

Installation of frequency converters 
for electric engines for ventilators, 
for engine room air conditioning stations 
and for engine room auxiliary service pumps.

 100%    100%

Use of state-of-the-art 
ecological coatings.

 100%    100%

Rational management of incinerators.
 100%    100%

Gradual installation of an automatic lighting 
control system designed to adjust the external 
lighting of the ship in accordance with the 
current sunlight intensity.

 100%    100%

Introduction of key-card holders, so that 
lighting etc. can only be switched on when 
the cabin is occupied.

 +13%    33%

Use of voyage optimization tools.
 100%    100%

REDUCTION OF 
FUEL USE AND 

ENGINE EMISSIONS

PROJECTS 
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Tonnes 2012 2013 2014

HFO 397,438 391,574 344,140

LSFO 55,246 48,453 59,015

MGO 31,026 29,446 33,185

Total 483,710 469,473 436,340

GJoules 2012 2013 2014

Fuel oil 18,193,382 17,684,679 16,202,804

MGO 1,344,357 1,275,916 1,437,892

Total 19,537,739 18,960,595 17,640,696

Conversion factor

40.19 Fuel oil  

43.33 Diesel oil  

(EN 3) TOTAL FLEET CONSUMPTION

CONVERSION FACTOR* USED TO CONVERT FROM MT TO GJ

Tonnes of oil 
equivalent

2012 2013 2014

Heating 120.05 120.05 120.05

Electricity 1,229,99 1,221.18 948.04

Total 1,350.04 1,341.23 1,068.1

Gjoules 2012 2013 2014

Heating 52.86 52.86 52.86

Electricity 17,711 17,586 13,652

Total 22,998 22,872 13,705

(EN3) ENERGY CONSUMPTION IN SHORESIDE OFFICES

* Data includes all current fleet, excluding from all years any ships transferred out to another brand or sold externally.

GJoules 2012 2013 2014

Total 19,560,737 18,983,467 17,654,401

(EN3) TOTAL SHIPBOARD AND SHORESIDE ENERGY CONSUMPTION

(EN5) PATTERN OF FLEETWIDE FUEL CONSUMPTION*

2012 2013 2014

Total g/ALB Nm 159.0 151.4 149.9

Total MT/kALBD 43.7 40.9 37.3

* As far as concerns the conversion from MT to GJ of the amount of fuel, the methodology 
used for the calculation was in accordance with the GRI 3.1 guidelines.
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PHILIPS’ COMMITMENT TO 
RETHINKING SHIP LIGHTING

80%
ENERGY SAVINGS
THANKS TO LED 
TECHNOLOGY

450,000
GLOBES REPLACED
USING VARIOUS 
SOLUTIONS

10 SHIPS
FITTED OUT IN 
COLLABORATION 
WITH PHILIPS

Costa’s energy-saving plan includes the replacement of existing light globes 
with low power consumption LED lamps on all the ships in the fleet and in 
the Genoa headquarters. The project completed in 2014 enables energy 
savings of up to 80%; over 450,000 globes were replaced using a range of 
solutions differing according to the area of the ship and the type of lighting 
required. The transition to longer-lasting LED light bulbs means not only 

cost efficiency but also soft, comfortable light on board. The company’s 
partnership with Philips (involved in the fitting-out of 10 ships in the fleet) 
led to a rethink of the lighting design throughout the ship. For example, 
the use of LEDs in food service areas enhances the appeal and preservation 
of the food on display because this technology does not generate heat or 
ultraviolet radiation.

COMPLETION OF 
LED LIGHTING

SAFEGUARDING 
THE ENVIRONMENT



CONSUMPTION, SUPPLY CRITERIA 
AND TREATMENT 
62% of the water used on the ships is produced on board by means of 
special desalination plants while the remaining 38% is supplied in the 
ports during stopovers. The percentage of water generated on board 
from seawater varies considerably from ship to ship depending on a 
range of factor such as cruising speed, sea and weather conditions, the 
type of equipment on board and the itinerary. 
Costa adopts a series of specific criteria with regard to sourcing its 
water: based on continuous mapping of water sources in the different 
geographical areas of operation around the world, the company defines 
a water conservation and supply program, with the specific objective 
of minimizing the impact on local communities where water is a 
scarce resource. Accordingly, Costa arranges its supplies so that water 
is bunkered in ports of call where it is abundant, of high quality and 
safe (based on parameters defined in international standards). The 
importance of reducing water consumption and guaranteeing the 
efficient use of water on board is also related to the need to minimize 
the risk associated with possible disruption of water supplies in the 
ports of call. As far as concerns the chemical properties of the water 
procured as opposed to produced on board, before it is distributed it is 

Water is one of the most precious natural resources, essential for 
the ecosystem as a whole. Along with climate change, ensuring an 
adequate supply and quality of water is another major challenge 
facing the world today. Water is at the center of economic and social 
development; accordingly, Costa Cruises has always made responsible 
water management one of its top priorities. 
The use of water on board requires a carefully structured approach 
with the elaboration of processes both for direct ship operation and for 
routine activities comprising the guest experience (e.g. cleaning of cabins 
and public areas, management of pools and spas, food preparation etc.). 
The company is committed to reducing water consumption fleetwide 
and improving efficiency according to the different types of use. The 
types of wastewater produced on board are bilge water, gray water, 
ballast water and sewage8. The top priorities are reduction of water 
consumption, potable water production and reducing to a minimum the 
discharge of polluting substances.

WATER 
PROTECTING A PRECIOUS 
NATURAL RESOURCE 

8 Sewage is intended to mean flush water and liquid waste.

(m3) 2012 2013 2014

Total 11,344 8,120 9,937

(EN8) WATER CONSUMPTION IN SHORESIDE 
OFFICES (INCLUDING SAVONA CRUISE TERMINAL)

SEA  

suitably treated, disinfected and made safe to drink in compliance with 
public health standards.
The overall consumption of water is directly proportional to fleet 
expansion and growth in the number of passengers carried; so as 
to facilitate analysis and standardize the management systems, 
consumption (impact and trend) is measured in terms of liters per 
person per day. In the reporting period dealt with here, Costa registered 
a 1.36% reduction in its water consumption rate thanks largely to the 
projects implemented. In 2014 average consumption was 220 liters per 
person per day compared to 223 liters the previous reporting period. 
The quantity of water consumed by the shoreside offices and operations 
is relatively small, amounting to only 0.3% of total consumption in 
2014 with no significant variation recorded. 
Efficient wastewater treatment and management is a vital issue, 
in relation both to the impacts generated directly on the marine 
environment and to the protection of the health and safety of workers. 
For this reason the company has adopted a series of very restrictive 
measures, deliberately designed to go beyond international regulatory 
requirements. The following table provides details of the shipboard 
wastewater management system. 

WATER 
SUPPLIED

38%

WATER 
PRODUCED

62%

SAFEGUARDING 
THE ENVIRONMENT



* The calculation of the number of people on board per day was carried out by adding the number of passenger on board to the number of crew members (this is a set number for each 
ship) multiplied by the number of day in the year.
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Preventive processing (by means of a special a double bilge [oily water] separator) so that 
the oil content of the treated bilge water does not exceed 15 parts per million (ppm) as per 
the applicable regulations (MARPOL Convention, Annex I). 
Voluntary (fleetwide) installation of redundant systems that monitor treated bilge water a 
second time prior to discharge to ensure it contains less than 15 ppm of oil before being 
discharged overboard.  This sophisticated control and monitoring system: 1) only permits 
overboard discharge if the oil content does not exceed the foregoing limit 2) enables a 
constant recorder reading of all the relevant information.  If the system reading indicates 15 
ppm or greater of oil, it will sound an alarm and automatically stop the discharge. 
Bilge water from Costa’s ships is discharged only when the ships are underway at sea and 
proceeding at a speed of not less than 6 knots.
Bilge water not meeting discharge criteria and oil residues/sludge are kept in on-board 
storage tanks and then offloaded for shoreside disposal or recycling depending on available 
shoreside infrastructure.

BILGE WATER
NORMALLY GENERATED IN THE MACHINERY SPACES OF THE ENGINE 
ROOM DURING VESSEL OPERATION; CONTAINS OIL RESIDUES.

Ballast water is not subject to any specific requirements regarding processing and 
treatment.  Costa is currently testing ballast water systems with treatment technologies 
guaranteeing performance levels required by the guidelines of BWM2004 (International 
Convention for the Control and Management of Ships’ Ballast Water and Sediments), 
which is yet to enter into force.  
Sequential ballast water exchange is conducted in the open sea (200 nautical miles from 
the nearest land and in water of at least 50 meters in depth) en route from one marine 
area to another.  The ship discharges ballast water in the open sea before reaching the 
new area of destination.  This procedure, which is mandatory only in certain countries, is 
standard practice fleetwide, meaning that Costa has pre-empted a requirement that has 
not yet entered into force. 

BALLAST WATER 
SEAWATER THAT IS INTENTIONALLY PUMPED INTO AND 
OUT OF TANKS TO CONTROL AND ADJUST A SHIP’S DRAFT, 
LIST, TRIM AND STABILITY. 

GRAY WATER

Under Costa’s own policy, gray water is only discharged when the ships are underway at sea 
at a distance greater than 12 nautical miles from the nearest land and proceeding at a speed 
of not less than 6 knots; gray water is not discharged in port. 
In any event the minimum distance from shore for discharge of gray water is 4 nautical 
miles; this minimum is adopted by the cruise industry voluntarily (gray water is not subject 
to international regulations), except in case of an emergency and provided notification is 
given to the local port authorities. 

WASTEWATER FROM GALLEYS, SINKS, SHOWERS, LAUNDRIES, 
COLLECTION IN SCUPPERS OF RAINWATER AND WASHING 
WATER USED TO CLEAN THE EXTERIOR OF THE SHIP 

All the ships in the fleet are equipped with IMO-certified sewage purification plants known 
as Marine Sanitation Devices (MSDs); treated sewage is only ever discharged at a distance 
greater than 12 nautical miles from the nearest land and while the ship is traveling at a 
speed of not less than 6 knots. 

SEWAGE 
FLUSH WATER AND LIQUID WASTE FROM 
TOILETS AND MEDICAL FACILITIES.

(EN8) TOTAL WATER WITHDRAWAL BY SOURCE - SHIPBOARD

(m3) 2012 2013 2014

Water supplied 873,492 1,051,659 1,407,567

Water produced 2,562,312 2,602,812 2,295,377

Total water consumed 3,422,579 3,596,543 3,603,508

2012 2013 2014

Liters/person  227 223 220

(EN8) WATER CONSUMED PER PERSON PER DAY*

SAFEGUARDING 
THE ENVIRONMENT

WASTEWATER 
MANAGEMENT



(EN22) WASTEWATER

(EN22) TOTAL WASTEWATER PER PERSON PER DAY

(m3) 2012 2013 2014

Gray water 2,740,403 3,006,614 3,093,883

Sewage 682,176 589,930 509,625

Bilge water 31,659 33,637 33,137

Liters/person 2012 2013 2014

Total grey water 181 186 189

Total sewage 45 37 31

Total 226 223 220

(EN22) SEWAGE, GRAY WATER, BILGE WATER*

SEWAGE GRAY WATER BILGE WATER

Any spill (at sea or in port) or discharge of wastewater constituting an 
environmental incident is reported immediately to the competent external 
authorities in the port/territorial waters where the incident occurred. The 
shipboard personnel are trained to deal with spills and, in line with shipboard 
procedures, to take all possible steps such as the use of booms and other 
absorbent sponges and skirts, to clean up and minimize the environmental 

impact of a spill. There were 15 spills of mineral oil or fuel that occurred 
in 2014; by and large these were minor incidents. The monetary sanctions 
received for non-compliance did not arise from significant spills; the two 
fines in question during the reporting period were both imposed for minor 
incidents that did not have any significant environmental impact. Potential 
environmental impacts have not been notified from stakeholders in 2014.

(m3) 2013 2014

Discharged at sea 32,049 31,786

Landed ashore 1,588 1,351

Total 33,637 33,137

(m3) 2013 2014

Discharged at sea 2,986,358 3,081,920

Landed ashore 20,256 11,963

Total 3,006,614 3,093,883

(m3) 2013 2014

Discharged at sea 587,801 505,958

Landed ashore 2,129 3,667

Total 589,930 509,625

SEA  

* The table shows the amount of wastewater (divided by type) which was discharged at sea or disposed of using shoreside facilities during fiscal 2014. 
The overboard discharge of sewage was measured by means of meters fitted on board each ship in the fleet.  The gray water is obtained from the water balance, namely the equation used 
to describe total water consumption and the amount of sewage.
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Cruise ships are essentially floating hotels, with all the amenities that accompany them. Wastes generated by shipboard operations mirror the waste generated by 
hotels and resort complexes, requiring Costa to provide the same type of waste management services with a structured approach to the minimization and disposal 
of the different types of waste produced. Costa Cruises has always been deeply committed to systematic waste reduction on board and efficient waste disposal 
ashore during stopovers in ports of call. The cornerstones of the company’s shipboard waste management policy are reduction, reuse, recovery (of raw materials 
and products) and, where possible, recycling of the materials intended for disposal. Effective disposal ashore depends on the full cooperation of authorized vendors, 
who remove materials from the ships and may store them temporarily before disposing of them at approved shoreside facilities. Costa Cruises is committed to using 
port reception facilities that will recycle the materials discharged from its ships, where this is possible. It is also specified that, due to limited stowage capacity, it is 
not always possible to only use shoreside waste contractors who guarantee segregated waste disposal. Shipboard waste management processes are standardized 
fleetwide with segregation and separate processing of the different waste streams. Materials such as plastic, glass, paper, aluminum etc. are suitably treated and 
compacted on board. The company’s Waste Management Plan provides specifications for the management of the different waste streams and, in accordance with 
the MARPOL Convention9, stipulates the parameters in the plans regarding waste minimization, disposal ashore, incineration and discharge to sea. 

WASTE

Marpol category Type of garbage Method of disposal

A - Plastic Plastic materials. Collected on board in separate containers, 
subsequently treated in compactors to reduce volume 
and then discharged at port reception facilities.

B - Food Food wastes. 
(fruit, vegetables, dairy products, meat products and fish etc.)

Collected on board separately and treated in the pulper 
for processing in compliance with overboard discharge 
requirements (distance from the coast: 3 nautical 
miles and 12 nautical miles inside IMO-defined special 
areas). Alternatively, discharged at suitable port 
reception facilities. 

C - Domestic wastes Material generated in the accommodation spaces on board 
the ship, except for gray water.

Separation at source of: paper, glass, crockery, metal 
and aluminum. Specific waste reduction treatment 
for each particular type: pulping, crushing and/or 
compacting, incineration (including aerosol cans) and 
discharge at port reception facilities.

D - Cooking oil Any type of edible oil or animal fat used or intended to be used 
for the preparation or cooking of food.

Collected on board separately and discharged at port 
reception facilities.

E - Incinerator ashes Ash and clinkers resulting from shipboard incinerators used for 
the incineration of garbage, except for plastic products which 
may contain toxic or heavy metal residues.

Collected on board separately and discharged at port 
reception facilities.

F - Operational All hazardous and non-hazardous solid wastes not covered by the 
previous categories. 
This includes slurries, materials used for normal maintenance, 
cargo stowage and handling, as well as cleaning agents and 
additives.

Collected on board separately based on type, 
classification and assigned European Waste Code 
(EWC), then discharged at port reception facilities. 
This does not include potentially infectious waste from 
the medical infirmaries on board or oily rags used in 
the engine room, which are incinerated on board. 

SHIPBOARD WASTE CATEGORIES (MARPOL)

MANAGING AN INTEGRATED SYSTEM: 
WASTE REDUCTION AND RECYCLING PROGRAMS

9 Annex V - updated in 2013.
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In the reporting period the company’s shipboard waste reduction efforts 
were directed mainly at acquiring only what is needed when it is needed, 
bulk purchasing, reducing shipboard stocks and reducing packaging 
(program run jointly with Costa’s suppliers) as well as treating waste to 
minimize volume (by crushing, incinerating and compacting).
The process of rationalization of consumption linked to the responsible 
management and use of certain materials was reviewed again in 2014. 
Special attention was focused on reducing the amount of packaging and 
paper used. With regard to the latter, further initiatives were undertaken in 
the process of computerization of information for guests with rationalization 
of the shipboard internal communication system. Great attention is also 
paid to reducing the risk of toxicity. The company uses non-toxic product 
purchasing criteria that are more restrictive than those laid down in the 
applicable legal requirements and has made specific efforts to significantly 

* From 2013, the table above shows the percentages for the different waste disposal methods with details of recycling of categories A and C (plastic and domestic wastes), D (cooking oil) 
and F (operational wastes).

* For 2013 and 2014, hazardous waste is already included in the total waste produced.

2012 2013* 2014*

Total shipboard waste (m3) 122,317 131,067 129,312

Daily waste (l/person) 8.1 8.1 7.9

Hazardous waste (kg/person) 0.039 0.038 0.047

Total hazardous waste (kg) 776,808

2012 2013 2014

Discharged at sea 20% 11% 9%

Landed ashore 62% 73% 80%

Incinerated 18% 16% 11%

Cat. A & cat. C recycled - 2.6% 7,1%

Cat. D recycled - 41% 64%

Cat. F recycled - 15% 17%

Waste recycled 5,7% - -

(EN23) DISPOSAL METHODS FOR WASTE PRODUCED ON BOARD*

(EN23) WASTE PRODUCED

reduce the number of hazardous products, including use of an approved 
chemicals list. An integral part of this project is the gradual replacement 
of older equipment with new apparatus designed for non-toxic products. 
In 2014 the total waste rate (average waste production per person 
counting both passengers and crew) was virtually unchanged year-on-
year (7.9 l/day). 
The range of materials and products used on board the ships requires 
Costa to pay special attention to the efficient management of all activities 
related to replacement, disposal and possible reuse. The company has 
implemented a series of measures and procedures to facilitate reuse; 
100% of materials and products used on board are recovered for reuse. 
Some items on board (for example furniture, clothing, bicycles, sports 
equipment) are replaced from time to time due to wear and tear or as 
part of regular scheduled maintenance; in such cases Costa Cruises has 
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Run in collaboration with CiAl (Consorzio Imballaggi Alluminio), 
Italy’s National Consortium for the Recovery and Recycling of 
Aluminum and SV Port Service of Savona, the project for the 
collection of aluminum cans used on board involves the separate 
disposal and recycling of the aluminum collected. This includes the 
direct involvement of shipboard waste handlers, who receive part of 
the proceeds from the sale of the metal obtained from all the ships in 
the fleet. 55.98 metric tonnes of aluminum was collected in 2014 
(+16.5% compared to the previous year) with over 4,300,000 cans 
recycled and turned into new aluminum to make 2,500 bicycles, 
27,000 Moka coffee makers and 14,500 frying pans.

RECOVERY 
OF ALUMINUM
PARTNERSHIP WITH CiAl

55.98

4,300,000

METRIC TONNES 
OF ALUMINUM 

CANS RECYCLED

donation programs whereby these reusable goods are funneled to people 
throughout the world via local non-profit groups and government agencies 
operating in the ports of call.
The question of supplies is a key issue in the overall process of management 
and reduction of the waste generated. In this connection Costa has embraced 
criterion for the reuse of certain types of containers (e.g. metal drums and 
chemical containers type-approved for the carriage of dangerous goods); 
these receptacles, which are stored in designated areas on board, can also 
be used for offloading ashore and then reused on the ship. 
Separate collection of recyclable waste streams at source is an essential 
part of waste reduction efforts; Costa strives to recycle as many items as 
possible. In 2014 100% of the various recycling materials on board the 
ships were collected and/or sorted by the crew and in part by the guests (by 
means of recycling collection containers placed in the public areas). 

Protection of the Earth’s biodiversity and of the different ecosystems wherever 
Costa’s ships sail is one of the company’s top priorities; this commitment 
results in the adoption of global strategies, developed together with the local 
communities, which are designed to ensure that the presence of ships and 
guests is as beneficial and non-intrusive as possible. The company endeavors to 
guarantee that its guests have enjoyable vacation experiences while keeping the 
destinations visited - often located in unique ecosystems - healthy and attractive 
for future generations. For this reason Costa carries out an ongoing review of 
the impact of its tour programs with the planning of numbers in order to ensure 
minimal disturbance; this assessment is conducted in collaboration with local 
stakeholders and, when required, with the consultancy of independent experts. 
To minimize any adverse impacts on the biodiversity in its areas of operation, 
Costa Cruises has adopted several specific precautionary measures - 
requirements stricter than those laid down in the relevant international 
standards - for reduced air emissions and water consumption, limits on disposal 
of wastewater and solid wastes, restrictions in marine-protected areas, and 
protection of marine mammals and other species in danger of extinction.

Around the world, the ships in the Costa fleet operate in or near numerous 
environmentally sensitive regions, where nature’s balance is particularly 
delicate. The company is committed to avoiding any (direct or indirect) 
adverse environmental impact and protecting marine life. In addition to air 
emissions and the use of water, which have already been discussed here, one 
of the greatest potential impacts on biodiversity for a cruise line is a risk that 
can be introduced through ballast water, transferred from one geographic 
location to another, or barnacles, insofar as this may lead to the inadvertent 
introduction of invasive, non-indigenous species to the waters where the ships 
sail. This can cause significant problems for the entire ecosystem and the local 
economy. Not all the species unintentionally carried in ballast tanks manage 
to survive the voyage, partly on account of the temperature and the quality 
of the ballast water. In any case, to limit the risk of aquatic invasive species 
impacting biodiversity, the company has introduced a sequential ballast water 
exchange system. In order to minimize the possibility of contamination, the 
ship discharges ballast water in the open sea (over 200 nautical miles from 
the nearest land) before reaching the new area of destination; this procedure, 
which is mandatory only in certain countries, is standard practice fleetwide, 
meaning that Costa has pre-empted a requirement that has not yet entered into 
force. Special attention is also paid to hull cleaning; the relevant operations 
are carried out as part of regular scheduled maintenance during dry docking. 
The removal of the fouling that accumulates on the most exposed parts of the 
hull (bulbous bow and sea chests) enables the elimination of invasive species.

BIODIVERSITY

SAFEGUARDING THE 
DELICATE BALANCE OF THE 
MARINE ENVIRONMENT

SAFEGUARDING 
THE ENVIRONMENT



SEA  

Costa Cruises does its utmost to protect, respect and enhance the local 
communities in the destinations that it sails to on a regular basis. The 
company liaises directly with local organizations to devise and plan 
its itineraries and tours to the most significant artistic and cultural 
attractions as well as places with natural scenery, and make the necessary 
arrangements for shoreside hospitality for guests, sourcing of supplies 
(especially fresh local produce) and disposal of waste. Through these 
activities Costa forges strong links with the different local communities, 
while endeavoring to find possible synergies for the protection of the local 
environment and the raising of tourists’ awareness of natural resources. 
Indeed, the quality of the natural resources and natural scenery is one 
of the top priorities in the selection of the places to visit. The over 2200 
tours on offer are planned not only on the basis of the attractions in a 
particular place but also with a view to enhancing cultural exchange and 
knowledge of destinations that are off the beaten track. This philosophy 
of responsible tourism is reflected in the planning of a specific program 
of eco-tours to unspoiled areas that are usually protected (parks, oases 

As far as concerns the direct impact generated by discharges at sea, Costa’s 
policy governing disposal of wastewater and treated waste that can be 
discharged to sea (mainly ground food waste) is more restrictive and contains 
more precautions than the MARPOL requirements (see pages 41 and 43). 
At sea, Costa’s ships are always on the lookout for whales in order to 
avoid possible marine mammal strikes. Officers take part in a Whale 
Protection Training Program so that, should it be necessary, they will 
be able to follow the clear and established requirements and comply with 
procedures for reporting of sightings. In such cases the ship’s Officers 
will make any necessary course and speed adjustments, utilize additional 
bridge lookouts and notify appropriate shoreside authorities. The 
company also monitors feeding and migration patterns of whales known to 
be found in areas where its ships operate, and adjusts course and reduces 
speed as needed. Costa complies with voluntary seasonal shipping lane 
changes and speed restrictions to avoid whale strikes, especially prior 
to entering marine-protected areas and marine sanctuaries; the Officers 
are specifically trained to identify different whale species and to predict 
their behaviors to avoid collisions with ships. Collaboration with local 
organizations in the different ports of call is a vital factor with regard to 
management of preventive measures and monitoring at sea, especially 
during seasonal migration of species. 

Nature and the world’s oceans are vital assets for a cruise operator, hence Carnival Corporation’s commitment to support The Nature 
Conservancy, a leading conservation organization working around the world to protect ecologically important lands and waters for nature 
and people. The partnership signed by Costa’s parent company is for an initial period of five years (with a $2.5 million donation) focusing on 
support for the project Mapping Ocean Wealth, including coral restoration initiatives. Support from Carnival enables the Conservancy to 
advance important science that shows how coral reefs and other natural systems can help reduce risks to coastal communities from storms, 
floods and sea levels rising.
The provision of funding for this project is in line with Carnival Corporation’s commitment to advancing the cause of preserving and 
managing the health of the world’s oceans. Oceans provide half of the oxygen we breathe, food and livelihoods for millions around the globe, 
medicines to treat disease and support for our thriving coastal economies. The Nature Conservancy’s mapping and evaluation of marine and 
coastal resources and their impact will help guide investment decisions for conservation in the regions concerned.

PROTECTING 
LOCAL HERITAGE

SAFEGUARDING 
THE ENVIRONMENT

SUPPORT FOR THE NATURE CONSERVANCY
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and nature reserves). These eco-friendly excursions are designed with 
the total involvement of local organizations and checks are conducted 
to ensure that the tours concerned guarantee total respect for the 
environment and the local community. Costa’s commitment to the 
preservation and protection of local habitats is the starting point before 
considering the introduction of any potential tour program; this also 
includes planning of numbers in order to ensure minimal disruption 
while avoiding overuse of resources. Specific feasibility studies of 
potential places for low environmental impact eco-tours (there are 
currently about 300) are carried out to examine possible itineraries and 
transport options for guests. It is vital to provide shore tours that let 
participants enjoy nature-based tourism and also foster environmental 
and cultural understanding, appreciation and conservation. In keeping 
with Costa’s idea of ecologically sustainable tourism and to underline 

the idea of “discovery”, these excursions feature zero-impact means of 
transport such as bicycles, mountain bikes, electric tricycles, canoes and 
kayaks. There are also animal excursions with transport provided by 
horses or camels; in this case it is ensured that the animals used are 
properly cared for. The logic referred to above is used to assess whether 
a particular park, marine reserve or protected area should be included 
in a tour. The company performs a series of checks to determine the 
conditions under which animals are held, how they are treated and 
whether the park authority concerned looks after the flora and fauna 
properly. In order to prepare guests for eco-tours and foster respect 
for local cultures and traditions, Costa Cruises - in collaboration with 
local tourism organizations - arranges special information sessions 
(reinforced by reminders in the Costa brochure) where the tour leaders 
help build environmental and cultural awareness.

SAFEGUARDING 
THE ENVIRONMENT

Ph. Carlos Cazurro
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From the word go, the priorities of the Concordia removal project for Costa 
Cruises were to protect the environment of Giglio Island and to restore to the 
local community its natural terrestrial heritage and marine environment.  This 
tangible commitment is set to continue for another five years after completion 
of the salvage operation.  Work in this regard includes removal of the temporary 
structures installed in support of the project, cleaning and restoration of the sea 
bed and ongoing monitoring of the stretch of sea concerned.  To deal with 
the environmental protection issues arising from the project, the company – 
with the full agreement of all the interested parties – immediately entered 
into partnership agreements with leading Italian universities and research 
institutes.  Since the grounding of the Concordia and during the phases of 
the salvage project, Giglio Island has been one of the most closely monitored 
areas anywhere in the Mediterranean.  The analysis conducted has yielded very 
positive results, indicating that the state of the water at the island is good, in 
line with Tuscany’s territorial waters generally, and that no damage has been 
sustained by the marine ecosystem outside the area of the former worksite.

The US$85 million project, which began in November 2014, was entrusted 
to Micoperi S.p.A. after a careful selection procedure.  The decision-
making process involved judging bids submitted by highly specialized 
private companies that prepared environmental restoration projects 
designed to clean up the sea bed at the former Concordia worksite.  The 
tender submitted by Micoperi S.p.A. was adjudged by a team of experts 
from Costa Cruises and London Offshore Consultants to be the best insofar 
as the Micoperi project guaranteed full compliance with the relevant 
engineering, scientific and environmental requirements.
The process of authorization and inspection of the project saw the direct 
involvement of the Monitoring Observatory10, which was set up to check 
the progress and proper execution of all the phases of the work.  The 
restoration project (formally approved by the 2014 Service Conference) 
involves the total dismantling of the wreck removal site (platforms and 
associated structures as well as material deposited on the sea bed during 
the work).  It is divided into 6 phases with the objective of guaranteeing 
continuous monitoring of the state of health of the marine environment.

GIGLIO ISLAND:
OUR COMMITMENT

MARINE ENVIRONMENT RESTORATION PROJECT

10 Members of the Monitoring Observatory:  representatives from the Tuscan Regional Administration, Ministry of the Environment, Ministry of Infrastructure and Transport, Ministry of Health, 
Grosseto Provincial Administration, Municipality of Isola del Giglio, Department of Fire-fighting, Harbour Master’s Office, National Institute of Health, ARPAT (Tuscan Regional Environmental 
Protection Agency) and ISPRA (National Institute for Environmental Protection and Research).

PEOPLE
(SCUBA DIVERS/

OPERATIONAL STAFF)

150

MONTHS 

DEPLOYED FOR 
APPROXIMATELY

15
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11 Anchor blocks:  metal structures filled with cement and secured to the sea bottom by means of 10 poles; in turn, the anchor blocks were used for the installation of the retaining turrets on top of which the “strand jacks” 
   (hydraulic grips) were positioned. 
12  Water Glass:  a liquid substance (sodium silicate) used in grouting applications as a hardening/setting agent for soil stabilization. 
13  Data as of 06/30/2015.

Organization involved Type of analysis conducted

Università La Sapienza - Roma • 35,260 tests (about 430 samples analyzing 82 parameters) on the water inside and outside the area 
•  4850 ecotoxicology tests on the water, sediment and marine organisms

Oceanomare - Delphis NOISE
• 2580 measurements from 516 samples throughout the work
• 7624 minutes of recordings analyzed (during the work on site) 
•  19,789 SPLs (mean, peak, RMS) calculated (during the work on site) 
•  1000 minutes of acoustic monitoring (noise + presence of marine mammals) during parbuckling 
•  85 noise measurements, 255 minutes of recordings analyzed, 595 SPLs calculated during towage of the wreck to Genoa

MARINE MAMMAL ACOUSTIC MONITORING 
•  1036 (PAM, Passive Acoustic Monitoring) noise measurements of the presence of whales from 477 samples during the work on site 
•   5180 minutes of recordings analyzed (during the work on site) 
•  27 acoustic measurements of the presence of whales in the area (during the work on site) 
•  1000 minutes of acoustic monitoring (noise + presence of marine mammals) during parbuckling

SIGHTINGS OF MARINE MAMMALS
•  873 sighting surveys, of which 775 at sea and 98 from land during the work on site 
•  10,061.81 km traveled in 1686.6 hours of visual monitoring at sea; 177 hours of observation from land (during the work on site) 
•  27 sightings of whales (during the work on site) 
•  11 hours of visual monitoring of the presence of marine mammals in the area during parbuckling 
•  468.68 km traveled in 62 hours of visual monitoring at sea during towage of the wreck to Genoa; 5 sightings of whales

BEACHED MARINE MAMMALS
•  3 events involving beached whales

UniGenova •  about 4597 samples tested for 6 chemical/physical parameters on the water outside the hull, collected using a multi-parameter probe 
•  approximately 2,700,000 point data units gathered concerning the condition of the currents, 107 samples analyzed  for sediment flows 

(approximately 6 samples per month)
•  107 mineralogical tests on trapping samples for a total of 1284 minerals (12 minerals for each test)

ANALYSIS AND MONITORING ACTIVITIES 13

SAFEGUARDING 
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1 2
Removal and disposal of mussel 
shells deposited on the sea bed (an 
area of approximately 4000 m2) and 
released by the pontoons used in the 

salvage operation.  Removal is performed 
by means of a non-invasive underwater 
suction system, thereby ensuring that the 
mussels are collected from the sea bed and 
transferred to the surface.

Cutting and removal of the 11 anchor blocks11 used as part of 
the retaining system. Oceanomare Delphis, together with the 
Centro Interuniversitario di Biologia Marina ed Ecologia 
Applicata (CIBM) and the Università La Sapienza di Roma, are 

carrying out marine mammal monitoring to ensure that any whales and 
other species present in and around the area of operations are protected.  
These bodies have the right to order the temporary suspension of work in 
the event of detection of marine mammals within a radius of 1000 m of 
the site.

Cutting into pieces and 
removal of the 6 subsea 
platforms used during 
parbuckling and to provide 

a stable base for the upright vessel.  
Removal of grout bags and materials 
for additional stability of the hull 
(fastened using Water Glass12) from 
the surface of the 3 main platforms.

3

Disposal of the different types of grout bags put in place 
to build the false sea bed on which the wreck came to 
rest after parbuckling, with removal by means of various 
lifting methods and techniques designed to move the bags 

intact. This entails designing and building a special grab bucket for safe 
removal.

4
Removal and disposal of the 
sediment deposited on the 
sea bed during the salvage 
operation; different state-

of-the-art techniques will be used 
depending on the depth of the sediment.

5
Removal of the debris using various 
methods according to the depth, type 
and volume of the material concerned.6

PHASES OF THE PROJECT
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Our links with local communities go beyond simply taking many thousands of tourists to the finest destinations all over the world and showing 
them splendid cultural attractions and natural scenery; we work constantly to build solid relations and strengthen our partnerships with local 
organizations in order to help create economic and - above all - social value. We are well aware and proud of the positive role played by Costa 
Cruises in terms of significant benefits for the local economy. To this end, the work done jointly with our local partners aims to create new 
business opportunities and to support projects that ensure substantial long-term benefits for local communities.

The introduction of new itineraries and the addition of new stopovers 
to the brochure provide great stimulus for growth and development 
of local communities, bringing significant economic and social 
benefits. The creation of job opportunities arising from the direct, 
indirect and induced economic impacts extends to various fields such 
as: management of port hospitality, transport and logistics facilities 
for cruisers; businesses involved in the supply chain (particularly 
suppliers of fresh food and non-durable consumer goods); services 
related to visits to cultural attractions. 
In 2014 following the opening of new routes in and around Africa 
and for the neoCollection product with the addition of 21 new 
destinations, a series of steps were taken to upgrade terminal areas 
and facilitate both the transit of cruise passengers and transport 
links to places of interest within reach of the ports. The related 
investments were made with the dual aims of improving the standard 
of facilities and services, and stimulating growth of allied industries 
with consequent improvement in the standard of living of the local 
population. 
Costa Cruises’ presence and its ongoing partnerships with local 
stakeholders provide an opportunity to transfer competency and 
manage investments designed to ensure increased hospitality and 
safety for cruisers in transit. In this case, development is synonymous 
with the enhancement of skills, expertise and specific know-how 
making the local economy that much more competitive. A tangible 
example of this is the safety management of port areas arranged for 
embarking/disembarking passengers. Compliance with international 

CONTRIBUTING TO THE ECONOMIC 
DEVELOPMENT OF LOCAL DESTINATIONS
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requirements means that the relevant standards must be studied and 
enforced together with any new or revised regulations. At the same 
time, the continuous focus on safety issues in and around cruise 
terminals and ports also helps improve safety standards in the local 
area generally. 
With 261 ports of call (including 60 ports of embarkation), Costa’s 
fundamental relationship with community stakeholders (especially 
local governments, port authorities and tourism organizations) 
is based on full cooperation and constant interaction with joint 
management of programs aimed at value creation. Many destinations 
included in Costa Cruises’ brochure depend on Costa for a substantial 
proportion of their incoming tourists. Therefore, the building of long-
term partnerships with local stakeholders plays a strategic role with 
mutual benefits and is underpinned by a joint commitment to foster 
local growth and development. To this end the company collaborates 
proactively with tourism organizations, partly with the support of a 
designated tour operator, to define activities designed to build visitors’ 
cultural awareness and arrange informative tours of museums, nature 
reserves and other places of special interest. Costa Cruises plays an 
active role in coaching local people in those destinations where there 
are no dedicated hospitality training centers. In this case the sharing 
of know-how with the local community helps raise awareness of 
the area’s cultural heritage and the need to preserve heritage assets 
for the future. Cooperation with local communities is therefore an 
important aspect and one that helps ensure that the hospitality 
provided is in line with cruisers’ expectations; at the same time it also 
helps them appreciate more not only the beauty of a place but also its 
cultural roots. To facilitate this process, Costa Cruises plans its shore 
tours in great detail; guests are briefed beforehand in order to avoid 
misunderstanding and possible distorted perception of a destination. 
The same approach is adopted vis-à-vis shipboard personnel; the 
company holds special training sessions sensitizing crew members to 
the importance of showing respect for local cultures and traditions.

261 PORTS
OF CALL ALL OVER THE WORLD

60 PORTS
OF EMBARKATION

Representing Italy’s finest around the world is not only a mission linked 
to the cruise product; the fact that it is the only cruise line with Italian-
flagged vessels means Costa carries the responsibility of conveying 
Italian values and Italian style to destinations worldwide. In this 
context, in collaboration with Italian Embassies in the countries where 
it operates, the company organizes shipboard receptions to promote 
Italian culture internationally. To this end, every year on Italian Republic 
Day (June 2), Costa Cruises hosts special events on its ships to mark 
the occasion. In 2014 Costa staged activities involving embassies and 
consulates in its main ports of call; these were attended by over 1000 
guests and diplomatic representatives.

WORLDWIDE 
AMBASSADORS FOR 
ITALIAN VALUES AND 
CULTURE
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The regular use of 60 ports of embarkation for cruisers worldwide demands a different type of shared management of development plans and impacts 
differently from an ordinary port of call, which is simply a stopover in one of the destinations listed in the brochure. For each port of embarkation 
it is necessary to make arrangements to transfer passengers to and from the airport; this means coordination with a number of local stakeholders 
and partners, notably Ground Operators. In addition to the ground transport network, this type of activity has direct impact in terms of jobs and, 
consequently, on the infrastructure in the vicinity of the port, for example parking areas for vehicles and management of logistics related to the 
embarkation of goods.

LONG-TERM COLLABORATION:  
PORTS OF CALL 

SAVONA: 
OUR HOMEPORT

Costa Cruises chose Savona as its main homeport some years ago. 
The associated business plan led to the gradual increase in port 
calls so that now there are around a million passenger movements 
a year in the Ligurian port. This has, in turn, had a very significant 
effect on the economic and social development of the town, which 
has equipped itself with the specific competence and facilities 
needed to handle such a large number of people. 
Since it became Costa’s homeport, Savona has benefited from 
a significant “growth spurt” and become one of Europe’s most 
important cruise ports and Italy’s fourth busiest. Constructive 
dialogue and good relations with the town led to the preparation 
of a long-term infrastructure development plan and completion 
of the Palacrociere, a state-of-the-art cruise passenger facility 
comparable to an ultramodern airport terminal and catering for an 
ever greater number of guests. The Palacrociere was extended in 
2014, with the opening of a second wing. The purpose-built cruise 
terminal is equipped with amenities for the use of cruisers prior to 
embarking - these include a relaxation area and a children’s play 
area.
Costa Cruises’ operations in Savona have led directly to the 
creation of jobs for local people, particularly positions working 
at the terminal building. Of the 150 people employed to provide 
assistance to passengers and the safe management of transfers 
and shore tours, virtually all are residents of Savona or its environs. 
Costa’s commitment to facilitating relations with stakeholders 
and access to employment for young job seekers is reflected 
by the company’s continuous interaction with local schools. In 
conjunction with the Port Authority, Costa Cruises organizes 

and takes part in regular career days and job fairs for students 
interested in pursuing a career on board. 
The company’s objectives include facilitating understanding of 
the cruise world and - on the part of the local community - of the 
associated demand for hospitality for cruise passengers. To this 
end Costa is working on initiatives to engage local people and help 
them familiarize with the cruise industry so that they can help 
guarantee the right sort of interaction with guests.

150 PEOPLE
ARE PALACROCIERE EMPLOYEES

1 MILLION
TRANSIT PASSENGERS

100%
OF THESE EMPLOYEES ARE RESIDENTS
OF SAVONA OR ITS ENVIRONS
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Costa Cruises has always had a positive influence on communities by 
means of philanthropy and support of local charitable, educational and 
cultural organizations. Once again in 2014 the company was committed 
to providing support for the wider community by means of direct 
financial and in-kind donations, including donations of cruises. Resources 
were assigned taking into account the social significance of the initiative 
concerned and the possibility of direct involvement of Costa’s employees in 
associated volunteer activities. During the reporting period, Costa Cruises 
worked on the development of specific guidelines for the definition of a list 
of priorities on which to focus its commitment in future, in line with the 
projects defined by the Costa Crociere Foundation. 
As far as concerns geographic area, the most significant portion of the 
resources was concentrated in Europe while, with regard to Italy, the 
company focused particularly on the city of Genoa. More specifically, the 
main donations included the following initiatives: ongoing support for the 
Fund for Kidney Disease in Children, which contributes to prevention 
efforts, provides assistance for young patients and funds research 
conducted by the Department of Nephrology, Dialysis and Transplantation 

ACTIVE SUPPORT 
FOR COMMUNITY PROJECTS 

CONTRIBUTIONS TO THE COMMUNITY BY GEOGRAPHIC AREA

ASIA
21%

EUROPE
57%

AMERICA
22%

CONTRIBUTIONS TO THE COMMUNITY 

2012

33.3

6.7% 7.1%

58.4%
73.3%

64.3%

8.3%
20% 28.6%

2013 2014

CULTURAL INITIATIVES RESEARCH SOCIAL INITIATIVES

at Gaslini Hospital, Genoa; and purchase of educational material for the 
daycare center at Palermo Children’s Hospital.
As in previous years, a number of cruises were donated as prizes in charity 
lotteries in favor of a range of philanthropic activities; more specifically, cruise 
donations were made for: Italian Down Syndrome Association - Rome 
Section fund-raising for specific projects for autonomy and inclusion; Camillus 
House (USA), providing health care to the poor and homeless of Miami; 
Annual Cartier Gala at Casa de Campo in support of the Hogar del Nino 
Association’s daycare and educational center for disadvantaged children and 
their mothers in La Romana, Santo Domingo; Sailing for Children (organized 
by Lloyd’s Register EMEA of Trieste), a charity regatta in favor of disabled 
children’s aid associations for children with disabilities and their families; 
ANFASS Genova, Association of Families of the Mentally Challenged, with 
support for association members resident in the city of Genoa. 
Also in 2014, Costa strengthened its links with Turkey, by supporting the 
University of Ankara - Department of Italian Studies, and enabling the 
offer of scholarship awards for deserving students faced with challenging 
economic circumstances.
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With the aim of consolidating its relations with the local communities in its ports of call around the world and making its fleet members 
roving ambassadors for corporate social responsibility, Costa Cruises - thanks to the engagement of its crew members - provides support 
for a number of community-based projects run by non-profit organizations in Europe and beyond. 

The Costa Magica, on one of her scheduled Caribbean cruises, paid 
a visit to the Niños de Cristo Orphanage at La Romana (Dominican 
Republic). Entertainers from the ship performed and organized 
games for the children at the orphanage, while chefs from the Costa 
Magica cooked for them, thus giving these youngsters a wonderful 
day full of surprises and excitement.

COSTA MAGICA MEETS CHILDREN FROM THE ORPHANAGE IN 
LA ROMANA (DOMINICAN REPUBLIC)

As part of its efforts to recover and recycle items in good condition 
no longer required on board, the Costa Classica donated furnishings 
to Obra Social de Acogida y Desarrollo in Las Palmas (Gran Canaria), 
an association for people marginalized on account of problems of 
alcoholism, mental disorders and poverty, with a brief to help them 
get their lives back on track.

COSTA CLASSICA DONATES FURNISHINGS TO A 
NON-PROFIT ORGANIZATION IN LAS PALMAS (GRAN CANARIA)

In 2014 Costa continued its partnership with the Municipality of 
Genoa, entailing sponsorship of the annual Rolli Days promoting 
the city’s UNESCO World Heritage listed Palazzi dei Rolli, built at 
the turn of the 17th century and set aside as accommodation to be 
allotted to visiting notables; the company added a guided tour of 
these historic stately homes, which are normally closed to the public, 
to its range of excursions in Liguria, thus giving guests the chance 
to discover the superb palazzi and find out more about the history 
of the city that invented this unique form of providing lavish State 
hospitality. 

CONTRIBUTIONS BY THE SHIPS

GENOA’S PALAZZI DEI ROLLI
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Continuing the work previously carried out by Costa Cruises, the 
foundation supported activities for the homeless and the poor 
organized by the Community of Sant’Egidio, thereby guaranteeing 
the provision of food assistance on a daily basis for approximately 
450 people in need.  Additional help for the homeless was provided 
by launching the project called Un tetto per chi non ce l’ha (“Housing 
the Homeless”) in cooperation with the Community of Sant’Egidio.  
The project, implemented at the beginning of 2015, starts with the 
selection of the flats to be rented as accommodation and with the 
development of the criteria for their allocation.  Beneficiaries will then 
be part of a program for reintegration into society, allowing them to 
lead an autonomous life in future.
Working in synergy with Costa Cruises, the foundation also provided 
material aid to several disadvantaged communities by making the 
necessary arrangements for the delivery and distribution of reusable 
goods from the Costa fleet (e.g. kitchen furnishings, linen, toys and long-
life food).  Throughout 2015, the foundation will continue to widen its 
efforts to recycle items in good condition made available by the company 
and to manage the distribution of these items.  In 2014 materials were 
donated to the following organizations:  Community of Sant’Egidio, 
Consorzio Tassano, Caritas, Cooperativa Emmaus, Cooperativa 
Tema, Municipality of Genoa (social welfare department). 
The Costa Crociere Foundation’s commitment in favor of young people 
from underprivileged backgrounds was reflected by the launch of a 
project offering 10 scholarships in the Faculty of Engineering at the 
University of Genoa from September 2015. 
In the environmental field, 2014 saw the development of a project with 
OLPA (Ligurian Observatory for Fisheries and the Environment) focusing 

THE FOUNDATION’S PROJECTS

both on direct efforts to clean the beaches and the coastal seabed of 
Liguria, and on raising students’ awareness of environmental issues.  
Activities will include a series of meetings held at local schools with the 
aim of alerting young people to the importance of protecting and cleaning 
the marine environment to fight the harmful effects of pollution. 
With the goal to identify future projects to be funded, the foundation 
conducted its first call for proposals in January 2015.  In application 
of the above-mentioned process, the members of the Advisory Board 
and the Board of Directors are choosing the most qualified projects to 
be supported financially in the foundation’s two areas of intervention.
 For further details about the projects and initiatives carried out by the 
Costa Crociere Foundation, see www.costa-crociere-foundation.com.

Established in October 2014, the Costa Crociere Foundation was set up with the mission to  promote the social and environmental betterment of 
Italian communities, by sharing its unique access to resources provided by Costa Cruises and its partners.  This mission statement was the result of 
a shared decision-making process with the direct involvement of the company’s employees.  The personnel were surveyed in order to determine the 
organization’s main areas of intervention and thereby its priorities for the first major projects.  In order to choose the future recipients of funding 
through a transparent and objective method, the foundation developed a process by which several governing bodies (i.e. Advisory Board, Board of 
Directors) decide over the allocation of funds and non-monetary resources.

THE COSTA CROCIERE FOUNDATION 
IS UP AND RUNNING

http://www.costa-crociere-foundation.com/
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Human capital is a vital asset for Costa Cruises and the decisive factor guaranteeing the success of the company over time.  It is our firm conviction 
that sustainable value creation is only possible if you operate in a context in which your people are deemed your most valuable resource.  We are 
committed to guaranteeing a positive, rewarding work environment, capitalizing on our highly diversified and multicultural workforce and turning this, 
Costa’s defining characteristic, into value.

Costa Cruises’ workforce is highly heterogeneous and can be divided into two broad categories:  shipboard (seafarers currently working on board or 
resting in the shoreside reserve pool) and shoreside (working in the company’s headquarters and other offices).  All the data shown therefore refer to 
both categories of personnel.  At November 30, 2014 Costa Cruises’ workforce numbered 19,144 employees:  11,113 permanently employed on board 
the ships (average annual value), 1415 in the shoreside offices and the rest waiting to replace colleagues currently embarked. The number of shipboard 
employees in 2014 increased by 1% compared to the previous year.  The breakdown by geographic area reflects the company’s truly global dimension 
and its capacity to attract human resources from all over the world in its areas of operations.  During the reporting period there were increases in the 
numbers of crew members from Asia (+2%) and Italy (+0.6%) and a fall in those from South America (-2.5%); this was largely due to the pattern of 
business development and the debut of the new ship Costa Diadema.  At the same time there was a 6.5% rise in the number of shoreside staff employed 
on temporary contracts in the Genoa headquarters and other offices.

DEVELOPMENT OF HUMAN CAPITAL

A RICH MULTICULTURAL MIX, A UNITED STAFF

2012 2013 2014

Personnel actually embarked 10,450 11,002 11,113

(LA1)  AVERAGE SHIPBOARD POSITIONS

2012 2013 2014

Women 15.6% 16.2% 16%

Men 84.4% 83.8% 84%

2012 2013 2014

Women 41.7% 38.7% 60.3%

Men 58.3% 61.3% 39.7%

(LA1) PERSONNEL BY GENDER

Shipboard personnel

Shipboard personnel

Shoreside personnel
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2012 2013

18-25 17% 17.8%

26-30 30.5% 29.6%

31-35 23.7% 23.4%

36-40 13.7% 13.7%

41-45 6.6% 6.9%

46-50 3.8% 3.8%

>50 4.8% 4.7%

2012 2013

18-25 5.6% 4.1%

26-30 15.6% 16.1%

31-35 21.5% 20.8%

36-40 18.4% 19%

41-45 16.7% 15.8%

46-50 9.7% 10.9%

>50 12.5% 13.3%

(LA1) PERSONNEL BY AGE GROUP

Shipboard personnel

ITALY

20132012 2014

12.3% 12.3% 12.9%

EUROPE 
(EXCEPT ITALY)

20132012 2014

4.2% 4% 3.9%

OTHER

20132012 2014

0.1% 0.1% 0.1%

SOUTH AND CENTRAL  
AMERICA

20132012 2014

14.8% 14% 11.5%

ASIA

20132012 2014

68.6% 69.6% 71.6%
59.6% 61.3% 62.1% 24.7% 23.6% 21.4% 2% 1.7% 2.4%9.2% 8% 7.6%4.5% 5.4% 6.4%

(LA1) PERSONNEL BY GEOGRAPHICAL AREA

Shipboard personnel Shoreside personnel

Shoreside personnel

26-30
29.1%

46-50
4%

>50
5%

41-45
7.3%

36-40
14.8%

18-25
17.1%31-35

22.9%

2014

Shipboard personnel Shoreside personnel

2014

31-35
20%

18-25
3.8%

46-50
10.5%

>50
12.7%

41-45
15.9%

26-30
18.1%36-40

18.9%
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2012 2013 2014

Open-ended 98.3% 97.2% 89.7%

Temporary 1.7% 2.8% 10.3%

(LA1) SHORESIDE PERSONNEL 
BY TYPE OF CONTRACT

Executives Line managers Employees Blue collar workers

2012 6.1% 17.5% 76.4% 0.1%

2013 5.9% 16.3% 77.7% 0.1%

2014 6% 19.8% 74.1% 0.1%

(LA1) SHORESIDE PERSONNEL BY POSITION

(LA1) PERSONNEL TURNOVER*

2012 2013 2014

Terminations 26.4% 19.2% 19%

Shipboard personnel

2012 2013 2014

Terminations 12% 12.1% 7%

Shoreside personnel

*  Turnover is intended to mean the ratio between the number of terminations and the average employee count during the fiscal year of reference. For shipboard personnel, the calculation is based on the average 
 number of employees currently embarked and those seafarers not embarked who are waiting to replace their colleagues on board. For shoreside personnel the calculation is based on the number of employees 
 at the end of the fiscal year, plus the number of terminations during the year.

Shoreside personnel

Shoreside personnel
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By leveraging the power of diversity and promoting workplace inclusion at all 
levels we can enhance the organization and hone our ability to innovate. Costa 
Cruises values the range of ideas, thought and experience stemming from the 
great cultural diversity and decentralization of its workforce and sees this 
as something to build and capitalize on. Our diverse and global workforce 
enables us to interact with and really relate to guests from all over the world 
and understand their needs. Having employees from 70 different countries 
means that Costa can draw on a uniquely rich pool of human resources, thus 
fostering growth and impacting positively on customers, the product and 
service. For this reason, the company’s human resource management is based 
on an integrated approach aimed at creating an inclusive work environment 
and empowering employees so that they can fulfill their potential and help 
achieve set objectives. Costa Cruises’ leadership is the result of a process of 
internationalization that is well underway, undertaken in the knowledge that 
the inclusion of new skills and cultures must be guaranteed in accordance 
with the social and cultural evolution in progress in key markets. The 
multicultural dimension of the workforce is a vital asset; to this end, the 
induction and integration of new hires (especially shipboard new hires) are 
managed very closely. 
In the context of capitalizing on the rich diversity of its workforce, Costa 
Cruises is an equal opportunity employer that practices the true spirit and 
intent of equal opportunity laws and affirmative action. In this connection, 
after gathering feedback so as to ascertain the employees’ perception and 
their assessment of the company with regard to discrimination (based on 
race, nationality, gender and sexual orientation), in 2014 Costa Cruises 
focused on defining its long-term strategy. To manage these particularly 
delicate processes, the company appointed a Diversity Program Manager 
to provide support for the senior executives involved in the definition and 
implementation of the associated action plan. At the same time specific 
courses and workshops were held to sensitize shipboard employees to 
matters of discrimination and convey the company’s vision and expectations 
with regard to valuing diversity and acting accordingly. To reinforce this 
and exchange notes with other entities actively pursuing these issues, Costa 
Cruises collaborated with the global inclusion groups Valore D and Parks 
liberi e uguali.

A WEALTH OF DIVERSITY, 
A COMMITMENT TO INCLUSION

Costa Cruises’ policies are designed to ensure respect for equal 
opportunities; this applies to pay conditions and career, where there 
is no difference between male and female employees, and in the 
workplace, where no form of discrimination or harassment is accepted. 
In accordance with the procedure laid down in the Code of Business 
Conduct and Ethics, in the reporting period there were 47 reports 
lodged, 3 of which were confirmed and duly dealt with by the company. 
Women account for 60% of Costa’s shoreside workforce and 16% 
of shipboard employees. The gender imbalance in the company’s 
management positions is explained mainly by the specificity of the 
shipping industry; also, on account of the lengthy periods away from 
home and family, women are generally less inclined to take up a career 
working on board ship. Due to the nature of seafaring and the length 
of employment of each contract, it is extremely rare for people with 
disabilities to undertake a career at sea; however, Costa employs a 
number of people from this minority group in its shoreside offices, in 
full compliance with the affirmative action programs in force.

EQUAL OPPORTUNITIES 

(LA3) RETURN TO WORK AND 
RETENTION RATES AFTER PARENTAL LEAVE

2012

2.32%

2013

2.39%

2014

2.94%
Shoreside personnel
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INVESTING IN OUR PEOPLE
In a constantly evolving global context, the ability to interpret and respond with adequate flexibility to the new challenges posed by the market and 
by the significant developments taking place in the cruise industry requires highly motivated people geared to change with the right skills to fill key 
positions within the organization. Costa Cruises believes in a system of human resources management structured so as to capitalize on expertise and 
utilize everyone’s different talents at every stage of their working lives. Selection, training, skills development, definition of objectives and involvement 
in initiatives to favor integration and growth in a multicultural working environment at sea and onshore are all managed with the aim of providing 
opportunities for professional advancement and personal growth.

Costa Cruises facilitates internal mobility as an integral part of employee growth. 
The global dimension of the company and the specificity of the cruise business 
enable a wide range of structured career paths. Job rotation is encouraged also 
so as to favor career development outside Italy. Internal mobility is managed 
via the aforementioned career paths and the corporate intranet Costa Planet 
in the special section JOP (Job Posting Opportunities), used as a job search 
engine and showing positions available within the company worldwide. Outside 
recruitment is used mainly for those positions for which the company is 
unable to find suitable internal candidates. During the year 5 positions have 
been advertised and counted 50 applications. The company’s hiring procedure 
includes both traditional and digital recruitment channels.
Development of the company’s human capital depends on effective recruiting 
and employer branding. For this reason, Costa Cruises invests both in web-
based platforms and professional social networking sites (in particular LinkedIn 
and Monster) to search talent and also in continuous improvement of evaluation 
processes and tools. In this context Costa launched the new recruitment website 
www.career.costacrociere.it advertising shoreside and shipboard positions 
vacant worldwide and designed to facilitate and streamline the selection process 
and enhance the degree of interaction with applicants.
Recruiting of new hires is carried out mainly for shipboard positions, especially 
in the entertainment and hotel departments. The selection process is conducted 
in partnership with schools for culinary arts and hotel management; Costa’s 
long-established links with a number of secondary schools providing hospitality 
and tourism training has allowed it to set up dedicated educational paths leading 
to jobs on board. Specific recruitment programs (run in collaboration with the 
European Social Fund as well as regional and provincial public bodies) aimed 
at first job seekers are held regularly and stepped up ahead of the addition to the 
fleet of each new ship; in 2014, 257 people aged 18 to 30 took part in a training 
scheme of this kind. As regards Deck and Engine personnel, the positions 
recruited for are typically First and Second Officers. Cadets are recruited from 
the Accademia della Marina Mercantile (Merchant Marine Naval Academy) 
in Genoa, which has developed specific training courses together with Costa 
Cruises and based on the latter’s requirements and standards.  
The entry into service of the new flagship created a total of 1200 shipboard 
jobs. The debut of the new ship coincided with a review and reinforcement of 

INTERNAL MOBILITY 
AND GLOBAL RECRUITING 

28,600 
CURRICULA 
RECEIVED

4,000
NEW HIRES 
EMPLOYED 
UNDER SPECIFIC 
INDUSTRY 
CONTRACTS

18 TO 30
AGE GROUP

www.career.costacrociere.it

612,269 
VISITORS 

200 
COUNTRIES 

4,240,732
PAGE VIEWS

49
VISITORS/HOUR 

data as of 06.30.2015

www.career.costacrociere.it

http://www.career.costacrociere.it/
http://www.career.costacrociere.it/
http://www.career.costacrociere.it/
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Costa Cruises was named among the Top 
Employers Italia 2014. Only businesses that 
meet the stringent validation requirements - i.e. 
achieving the highest standards of excellence 
in human resources management - are credited with Top Employers 
certification.  This confirms that Costa has pride of place in the 
Italian league table of the ideal companies to work in.  The HR Best 
Practices were thoroughly assessed with audits conducted in the 
shoreside offices and on board using evaluation criteria embracing 
the following aspects:  diversity & inclusion, ability to attract and 
develop talent, training & development policies, compensation & 
benefits, working conditions. 

Continuous training, acknowledgement of performance and the fostering of 
talent in all its forms: these are the cornerstones of professional growth in 
Costa Cruises.  One of the talent development tools used by the company for 
its workforce is the performance review; this allows the company to assign 
job-specific objectives - in this way each employee can appreciate their role 
in achieving  business objectives - and to plan individual training actions in 
line with the person’s position, department and career development path.  
During the reporting period the review of Costa’s training and development 
processes, which was undertaken in order to create greater synergy 
between the different areas of the company and with AIDA, was finalized.  
This included redefinition of the leadership model and of the mapping of 
skills, competencies and behaviors for the different professional positions. 
The review was completed by reconsidering the performance evaluation 
system.  Costa Cruises’ revised Performance Management system (due 
for implementation starting in 2015) features the new “panel of skills” 
and is designed to enhance the links between the sharing of personal and 
professional objectives on the one hand and the dialogue and management 
of feedback between the supervisor and the subordinate on the other.
As regards leadership management activities, new tools were introduced to 
help individual senior managers hone their skills and deal more effectively 
with emergencies and with stress.  The associated development plan, 
managed on board with the assistance of the Learning Officer, was adjusted 
to suit the particular position and department (Hotel and Engine).  2014 also 
saw the completion of the 360° (or multi-rater) feedback assessment process 
for the following key positions:  Master, Chief Engineer, Hotel Director, Staff 
Captain and Staff Engineer. 
As part of the reorganization and increased internationalization of the 
company, investment in training is deemed a dual value creation process: 

FOSTERING TALENT

TOP EMPLOYERS ITALIA 2014
the induction plan for shipboard new hires; thanks to the special mentoring 
program, each new crew member is supervised and coached by a more 
experienced colleague who helps them settle in and adjust to their new work 
environment.
Costa Cruises firmly believes that its ties with the academic world should be 
aimed at sourcing talent and at the professionalization of people entering the 
labor market. To this end the company cooperates very actively with many 
international universities and business schools (in particular the Bocconi and 
ESCP Europe), participates in career days, job fairs and workshops for young 
graduates, provides assistance for students drafting a degree thesis on relevant 
subjects, and offers traineeships and work placements to those who have 
recently graduated. In 2014 about 40 students entered in contact with the 
world of Costa Cruises.

As the only Italian enterprise and the only cruise operator to 
appear in the Top 100 companies using LinkedIn to recruit 
employees, Costa Cruises considers the site a key tool for 
general and specific headhunting. All the positions advertised 
on www.career.costacrociere.it are automatically posted on 
LinkedIn as well, thus guaranteeing greater coverage, a quicker 
hiring process and a larger number of quality applicants. Use 
of the world’s largest professional social networking site is 
particularly important for a global operator like Costa Cruises 
offering an extremely wide range of professions. By way of 
example, 3 of the company’s 6 Teppanyaki Chefs on the Costa 
Diadema were recruited via LinkedIn.

LINKEDIN’S 
TOP PARTNER

40,680 
FOLLOWERS
(+ 100%)

3,300
SUBSCRIBERS

COSTA CRUISES
COMMUNITY

+1

http://www.career.costacrociere.it/
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Pre-embarkation training of hotel personnel (which is particularly 
important, in terms both of the number of hours of tuition and 
of the curricula involved) is managed in partnership with leading 

universities as well as national and international training institutes; in 2014 
this training included a series of initiatives aimed at conveying the basics of the 
inimitable Italian culture of hospitality and culinary art. Costa Cruises decided 
to stress the importance of correctly interpreting and conveying to guests 
the core concept of “Italy’s finest” and, to this end, added specific sessions 
dedicated to the associated aspects of the product to the training provided 
for hotel employees. More specifically with regard to the galley area, greater 
emphasis was placed on the preparation of traditional dishes from the different 
Italian regions. 
The growth of the Asian market (Costa Cruises is the first Italian cruise 
company authorized to operate in China) and the decision to market a product 
specifically intended for local tourists has made Asia an important labor 
sourcing region.  In this context, in 2014 the partnership with the Zhejiang 
College of Hospitality was further strengthened; this public college trains 
future shipboard hires in accordance with Costa’s standards (80 students 
enrolled in the first year of the course).

Most people would agree that Italy’s finest in terms of food is pizza.  Recently 
added to the List of the Intangible Cultural Heritage of Humanity by UNESCO, 
it is one of the world’s favorite foods and a true ambassador for Italian taste.
Costa’s partnership with the world famous Accademia Italiana della Pizza led 
to a plan to train there the pizza chefs working on board.  The exclusive pizzeria 
on the Costa Diadema is the pilot project for delivery of a product of the highest 
quality that is also Italy’s best known - and tastiest - dish.  The New Pizzeria 
Concept is very much in keeping with the idea of offering guests a product based 
on traditional Italian excellence.

THE ACCADEMIA BRINGS 
“BLUE RIBBON” PIZZA 
ON BOARD 

it provides support for change and support for personal advancement. The 
wide range of jobs performed in the company and the two different working 
environments (ship and shore) require diversified and specific management 
of training activities.  Coordination of all the training programs is managed by 
the Talent & Development Center@Costa Campus1,  which is structured so 
as to meet the demands for the development of professional and leadership 
skills in the two main areas of hospitality and maritime competency and in 
the areas regarding the shoreside operational functions. Specific training 
on HESS issues for Deck and Engine personnel is managed directly by the 
Marine Operations HR Managers.
The training program launched in 2014 covered a wide cross-section of the 
company’s workforce.

Also during the reporting period the bridge management team 
plans were completed and the implementation of safety and 
environmental compliance courses continued. An integral part of 

the alignment with corporate standards is the training of Officers carried out at 
the Corporation’s C-Smart Centre in Almere (Netherlands). This state-of-the-
art training center is equipped with cutting-edge full mission bridge simulators 
to train all Costa Cruises Officers that have access to the bridge so that they 
can handle ship maneuvers even in extreme conditions. In addition, all First and 
Second Deck Officers are required to complete the C-Smart ship handling and 
stability courses. 73% of Officers took part in the program in 2014. 
Basic training of the Officers is carried out in collaboration with the Accademia 
della Marina Mercantile; the company provides shipboard training every year 

for 87 Deck Cadet Officers and 87 Engine Cadet Officers, who are required 
to complete theory modules and a period of embarkation, as a prerequisite 
for obtaining the IMO certificate of competency for watchkeeping Officers.  
During the reporting period the company hired 40 Deck Cadet Officers and 
24 Engine Cadet Officers.

1 In 2014 the Talent and Development Center@Costa Campus was split into two areas:  the Development Center focusing on talent identification and development, and the Training Center, in charge 
 of training plans providing the necessary technical and professional skills.
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As for continuous training, delivered by classroom tuition and 
the C-learning  platform (also accessible on board the ships), 
special attention was paid to Ethics&Compliance (with a focus 

on the  Code of Business Conduct and Ethics and Anti-corruption Policy & 
Guidelines) and to enhancing a HESS-centric corporate culture. In the area of 
language tuition, the investments in 2014 were concentrated on instruction 
for shipboard employees in the Deck, Engine and Hotel Departments with 
coverage of all the positions; placement tests and the support of the 
Learning Officer on board led to the definition of personalized programs 

8 TRAINING SCHOOLS 
WORLDWIDE

2,681 YOUNG 
TRAINEES 

154 EDITIONS
of the course with highly interactive teaching methods:  
training laboratories held in fully functional facilities with 
mock-up cabins, restaurants, galleys, bars etc.

SHIPBOARD SHORESIDE TOTAL HOURS PER TOPIC

TOPIC 2012 2013 2014 2012 2013 2014 2012 2013 2014

Environmental 112,472 127,601 105,621 309 8 0 112,781 127,609 105,621

Health 51,797 93,286 39,957 561 5,872 176 52,358 99,158 40,133

Safety 89,579 149,348 264,262 1,568 8,252 2,060 91,147 157,600 266,322

Security 602 37,822 119,950 54 0 0 656 37,822 119,950

Job skills 256,168 301,247 174,680 4,580 30,210 16,093 260,748 331,457 190,773

Language 19,898 29,389 41,831 1,334 12,774 1,166 21,232 42,163 42,997

Managerial 2,555 1,197 14,080 209 3,582 2,753 2,764 4,779 16,833

Orientation 118,963 123,235 71,234 1,333 3,788 1,842 120,296 127,023 73,076

Other 4,899 14,106 25,770 15 2,115 7695 4,914 16,221 33,465

Train the trainer 1,858 1,296 3,154

TOTAL 656,931 877,231 861,099 9,963 66,601 34,377 666,894 943,832 895,476

(LA9) HOURS OF TRAINING PER TOPIC

based on the individual’s current level and their job. As far as concerns 
Officers’ language skills and in compliance with the IMO’s requirements 
for basic knowledge of Standard Marine Communication Phrases, Costa 
Cruises has produced a glossary of English safety terminology (due for 
implementation in 2015).  
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Costa Cruises’ wage structure is in line with the highest international standards; 
the company adopts a progressive pay scale based on the criteria of fairness, 
equity and meritocracy. The remuneration system is designed to foster a 
corporate culture that recognizes the importance both of reaching (individual 
and company) performance targets and of the sense of belonging to the one 
organization. The wage structure differs according to the category of employee 
and the particular position. Costa Cruises’ basic pay, benefits and incentive 
schemes are in line with industry standards and designed to guarantee 
remuneration based on objective criteria for all employees in the various 
countries in which the company operates. It should be pointed out that minimum 
wages are determined in accordance with the specific economic, political 

REMUNERATION AND WELFARE: 
A SUSTAINABLE APPROACH

and social framework of each nation and, therefore, comparisons between 
employees from different countries are inappropriate. Studies are carried out 
in every country where Costa hires employees to ensure that its starting salaries 
are adequate; starting pay complies with the minimum wage laid down by 
the law or by collective bargaining agreements.  Also with regard to benefits 
and internal welfare the company is committed to guaranteeing its employees 
transparency and clear information.  There are no significant differences in the 
disbursement mechanisms according to the contractual terms and conditions, 
but they do differ based on the relevant legislation in each country and for this 
reason there are variations as to what is or is not included in relation to certain 
types of social security and/or insurance cover.
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For a global company like Costa Cruises, communication and interaction 
with its human resources is an essential part of the employment 
relationship. Accordingly, a series of tools and initiatives are used to 
encourage employees to communicate and share values, strategy and 
results. Two-way dialogue with shoreside and shipboard employees 
takes place bearing in mind the great cultural diversity of the workforce 
and promoting the exchange of experiences and suggestions, this being 
a prerequisite for change and innovation. 

INVOLVING EMPLOYEES AND 
ENHANCING INTERACTION

Conceived to enable the direct bottom-up involvement of the employees 
and to give visibility to their activities, the YouCrew shipboard TV channel 
conveys information partly produced by the crew members themselves.  The 
programming was reviewed with the specific aim of letting co-workers on the 
different ships exchange experiences while fostering their creativity.  Some of 
the programs are in fact produced on board, the fleet members being equipped 
with all the necessary recording and broadcasting facilities.  To make this even 
more of a “joint project”, a contest was held to choose the best creative videos  
dealing with life on board, the shipboard service and the subject of diversity.  
The judging panel consisted of senior managers and experts on TV program 
direction, and the awards ceremony was televised fleetwide.   

YouCrew is a means of two-way communication centering around direct 
employee control of the programs, sharing and exchange, and content 
comprising both light entertainment for off-duty crew and information/
training on specific subjects.  This approach has proven to be very popular and 
successful.  The main initiatives implemented for the shipboard TV channel 
include the following: 

• RespecTV video series comparing cultural experience and promoting 
dialogue between men and women of different nationalities and religions, 
thus portraying a cross-section of the rich  multicultural mix of Costa’s 
crews.  There is special focus on the issue of the inclusion of women.

• YouCook program raising awareness of food issues on board; special 
employees’ committees have been set up to provide contributions 

SO FAR AND YET SO NEAR WITH YouCrewTV

promoting best practices and sharing the correct approach to food while 
giving information about the food&wine offerings in the shipboard 
restaurants. 

• Televised help desk where employees can put their questions to the 
Human Resources Department and receive video responses from the HR 
Director in line with a policy of direct access and transparency.

• Program dealing with the IMO Maritime Labour Convention. 

• Series on Crowd&Crisis Management made with the active involvement 
of crew in scriptwriting and production, and the consultancy of crowd 
psychology experts from the Scuola Superiore di Studi Scientifici Avanzati 
in Trieste.

• Welcome on board - a series of 98 vessel familiarization videos for newly 
embarked personnel, made with the active participation of crew members. 

The company uses a number of channels of communication and these 
are mainly web-based given the extreme decentralization of the human 
resources, since this guarantees real-time information management. In 
2014 a series of projects were launched in order to increase employee 
participation and the co-creation of content.
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In line with the intention to convey to everyone working on board, Costa 
Cruises’ vocation as a roving ambassador for Italy’s finest as is readily 
apparent in the shipboard amenities and hospitality all designed to provide 
guests with a memorable experience, a series called Here for You was 
filmed providing information about the latest product developments. 
At the same time, and in accordance with the thinking behind the TV 
channel, the intranet portal CostaPlanet, structured to facilitate employee 
access to as much useful information as possible, was expanded.  In order 
to increase the direct dialogue with the top management, there were further 
sessions of Talking with the CEO, a direct link by means of a live webcast 
enabling the shoreside employees and shipboard key positions to take part 
no matter where they are located; employees who are unable to attend 
personally can email their opinions and questions. 
2014 marked the end of the activities arranged to disseminate the new 
corporate values; a special roadshow was held for the Asian market so as 
to convey Costa Cruises’ new core values to the colleagues in Shanghai and 
those subsequently working on the ships deployed in that region.

300 
EMPLOYEES 
AND THEIR FAMILIES 
VISITED THE

COSTA neoROMANTICA

50 EMPLOYEES 
AND THEIR FAMILIES 
PARTECIPATED IN THE

COSTA DIADEMA’S
INAUGURAL CRUISE

2,329,631  
VISITS 
BY SHORESIDE & 
SHIPBOARD EMPLOYEES

CostaPlanet

3 MEETINGS 
WITH OVER 

400 PARTICIPANTS
PER SESSION

Talking with the CEO

Bringing shoreside and shipboard employees together and, more especially, 
enabling people working in the company’s headquarters to get hands-
on experience of the product is an integral part of Costa’s program of 
communication and employee engagement. To this end, ship visits for 
employees and their families continued in 2014 and were managed directly 
at the Port of Savona; the idea is to let shoreside personnel experience a 
day on board and familiarize themselves with the cruise product. In April, 
employees were able to see the refurbished Costa neoRomantica, redesigned 
with the same stylish criteria as the other members of the neoCollection, to 
sample the new menus and to test the relaxation and wellness amenities.  In 
what was a special preview, coinciding with her inaugural cruise, a group 
of 50 employees and their families were welcomed on board the Costa 
Diadema and witnessed her departure from the Marghera shipyard. The 
excitement was compounded by the opportunity to discover the new flagship 
and experience firsthand not only her splendor but also and above all her 
innovations in terms of the product (food&wine, shows and entertainment) 
and how this is linked to Italian tradition and values.
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Protecting the health and safety of workers is one of Costa Cruises’ top priorities. The company pays a great deal of attention to safety management on board 
with the aim of preventing risks and guaranteeing the highest safety standards for crew members. Safety training, constant monitoring of risks and continuous 
updating of technology and Personal Protective Equipment are all integral parts of Costa’s Occupational Health and Safety Management System, which is in 
compliance with applicable laws, general requirements and industry-specific rules, and in accordance with the standard OHSAS 18001/2008.
For a company like Costa Cruises, focusing nonstop on workplace safety during shipboard operations (H24) for crew spending long periods on board and brief 
periods ashore, it is imperative to implement a safety management system based on standardized methods and procedures. The system is defined centrally 
allowing the application of international safety requirements on all the ships and ensuring their perfect alignment with the company’s goals of prevention and 
reduction of risks. Periodic  audits are conducted, both by internal corporate auditors and by external third-party certification and regulatory auditors. In 2014 
there were 16 internal audits and 1 external audit.
At every level of the organization the highest priority is placed on the development of a corporate culture of prevention, workplace safety and - as a direct 
corollary of this - the safety of the guests. Accordingly, the work education programs include a large amount of on-the-job training designed to prioritize hands-on 
experience, especially with regard to employees engaged in maintenance of the ship and the engine room. Also during the reporting period, in order to enhance 
knowledge and skills in this area, a special Public Health Training Program was arranged for those shipboard positions most involved in the process of control, 
monitoring and raising awareness of prevention (specific to galley work) - namely managers and department heads in the hotel section. In the four editions held, 
32 shipboard managers were trained. Courses for Deck and Engine personnel were also organized dealing with prevention and aiding understanding of the main 
causes of industrial accidents. In 2014 Costa Cruises delivered 306,455 health and safety training hours. 
As far as concerns the number of shipboard accidents compared to 2013, using the same reporting criteria, “reportable” injuries decreased whereas there was a 
rise in “non-reportable” injuries (i.e. those resulting in an absence from work of less than 24 hours).  The latter was mainly due to greater attention on the part of 
the crew when it comes to administrative reporting and management of minor accidents.

COMMITMENT TO 
HEALTH AND SAFETY 
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2013

2.87%

20142012

2.83%

2.66%

Number of days of absence from work (excluding paid vacation, family leave, study leave and 
maternity/paternity leave as a proportion of the total number of days worked.

2012 2013 2014

Number of (reportable) injuries 553 902 779

Other 582 266 325

Total 1,135 1,168 1,104

(LA6) NUMBER OF INJURIES

2012 2013 2014

Days off work 2,338 2,881 3,007

Index of frequency 2.72 4.12 3.56

Index of gravity 11.5 13.1 13.75

(LA6) ACCIDENT: ABSENTEEISM, 
INDEX OF FREQUENCY 
AND GRAVITY 

The prevention, monitoring and management of workplace health and safety emergencies is carried out by medical and paramedical personnel employed in the medical infirmaries on the ships. In addition 
to dealing with crew injuries, accidents and illnesses, they conduct the periodic check-ups required by the Health Monitoring Plan. Shoreside employees are also are subjected to periodic medical examinations 
of their fitness to work.

(LA6) ACCIDENT INDEX OF GRAVITY

TOTAL DAYS OF ABSENCE DAYS OF ABSENCE DUE TO WORKPLACE INJURIES DAYS OF ABSENCE DUE TO INJURIES OUTSIDE WORKPLACE
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Costa Cruises has good employee and union relations and liaises 
productively with trade unions and employers’ associations in Italy 
and abroad.  By means of ongoing dialogue with all industrial relations 
stakeholders, in accordance with the principles of corporate social 
responsibility, the company seeks to obtain shared solutions and deal 
with possible critical issues using constructive arguments and reasoning; 
the best solutions are those that reconcile the needs of the business with 
those of the individual. 
Following the entry into force of the Maritime Labor Convention, all 
collective bargaining agreements for seafarers were amended, brought 
into line with the MLC requirements and signed by the relevant trade 
union organizations. Accordingly, all Costa Cruises’ employees (100%) 
are covered by cruise industry collective bargaining agreements. As far 
as concerns minimum notice periods regarding operational changes, 
Costa Cruises informs and consults the workers’ representatives prior 
to signing any agreements, in compliance with the relevant legislative 
requirements. 

INDUSTRIAL RELATIONS
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It is our job to make sure Costa Cruises’ guests enjoy a unique, one-of-a-kind experience on board our ships and to accompany them on a voyage of 
discovery to different places and cultures.  In doing so we are committed to guaranteeing the right connections and to integrating sustainability aspects 
into the mix whenever possible, with the involvement of all the stakeholders who help organize the cruise holiday.  We want our customers to play an 
active part in this and, accordingly, we encourage them to have their say in the decision-making process with a view to generating a positive impact in 
the creation of value.

WORKING FOR A UNIQUE EXPERIENCE 

Research and development of products, services and new itineraries is carried out in order to make the cruise vacation experience special and indeed 
memorable.  When defining every aspect of the finished product, the company’s approach is geared to ensuring that the customer is always center stage, and 
to reconciling customers’ demands and expectations with sustainability criteria and set objectives.  Costa Cruises’ approach hinges on the gradual integration 
of sustainability throughout the value chain and the direct involvement of all the stakeholders who contribute to its realization, including customers.  For this 
reason the company makes efforts to convey to its customers the importance and value of working so as to promote the economic and social development 
of the destinations sailed to and to manage all the aspects of the possible impact generated while respecting local communities.  Guaranteeing hospitality for 
tourists while fostering natural and artistic heritage is an integral part of Costa’s determination to create the right balance between customer expectations and 
the needs of the local communities in the places visited, including expressions of their cultural diversity.  
Detailed analysis of the preferences expressed by guests and potential customers confirmed their specific interest in the quality of the service, shipboard 
food&wine offerings and the unique aspects of the ports of call.  These aspects are closely related to sustainability issues and to strategic assets for the 
company such as:  management of the environmental impact and creation of synergies with the local communities in the destinations providing hospitality 
for guests.  With regard to product development, in 2014 the company continued to work in the same direction, implementing a series of projects that 
strengthened the brand’s positioning by maintaining an integrated approach to the main aspects of sustainability.

CUSTOMER EXPERIENCE: DESIGNING 
AND INTEGRATING SUSTAINABILITY

The idea of a new style of holiday catering to the demands and preferences of the 
individual cruiser and giving them the chance to plan their own vacation experience 
at their own pace and in line with their personal tastes (both on board and ashore) 
was further extended by deploying a ship on exclusive neoCollection itineraries in 
the Indian Ocean.  Slow cruising, intended for guests who wish to have an authentic 
vacation experience during which they can manage their own time more freely, 
necessarily strengthens the links between ship and shore.  Closer ties with the local 
communities and the various destinations are reflected both by the regional dishes 
on the menus served on board and by the special shore tours designed to enable 
participants to really discover the spirit of the places visited.  Based on this principle, 
special menus were devised for the Costa neoClassica in collaboration with local 

chefs.  The part of the experience linked to knowledge of the place and its heritage was defined in partnership with local organizations; the specific 
objective was to allow the discovery of exclusive locations featuring splendid natural scenery as well as artistic and cultural attractions.  In 2014, 361 
new excursions were added, including 23 tours to UNESCO sites (e.g. eco-tour to the Ile aux Aigrettes nature reserve near Mahebourg (a 25 hectare 
coral island  managed by the Mauritian Wildlife Foundation); trekking in the Teide National Park in the Canary Islands).

ADDITION OF THE COSTA NEOCLASSICA 
TO THE NEOCOLLECTION
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The awareness that food is a cultural element, an expression of a 
specific tradition and an invitation to visit its place of origin, led to 
the decision to add regional recipes to Costa’s culinary offerings.  In 
2014 the company highlighted local gastronomic traditions based 
on wholesome ingredients conveying the authentic taste sensations 
of the different parts of Italy.  The use of local food&wine products 
reflects the company’s determination to create value for the local 
economies in the places visited and, at the same time, to avoid 
the impact generated by sourcing fresh foods that need to travel 
long distances.  For the neoCollection fleet members, the choice 
of ingredients acquired locally was made in collaboration with the 
Università di Scienze Gastronomiche di Pollenzo based on the 
criteria of product quality, seasonal availability and sustainable 
food sourcing.  A similar approach was used to select the wines to 
be paired with the dishes prepared.

Costa Cruises added new routes and destinations to its cruise 
programs in the Indian Ocean, the Caribbean, the Mediterranean, 
Northern Europe, the United Arab Emirates and Oman, South 
America and the Far East, thereby enabling cruisers to visit a series 
of places not previously offered in the brochure.  For the first 
time, cruise ships ported in Trapani, Kalamata, Corigliano Calabro, 
Propriano, Kotor and Napulia.  The company worked together with 
local tourism organizations and institutions to arrange adequate 
hospitality and visits to the best places of attraction during each 
stopover.

NEW DESTINATIONS 
AND ITINERARIES

TRANSPORTATION OF PASSENGERS TO 
(AND FROM) THEIR PORTS OF EMBARKATION

Transportation of passengers to (and from) their ports of embarkation 
is an integral part of the vacation and for this reason Costa Cruises 
is committed to advancing alternatives to road transport and, where 
possible, also to air transport - for example by offering a Rail&Cruise 
formula.  With specific regard to enhancement of its fly+cruise 
packages, Costa Cruises’ long-term partnerships with the airlines 
Alitalia and Neos means that it is the only tour operator offering 
charter flights to and from all the destinations in the brochure.

ADDITION TO THE MENU OF REGIONAL 
DISHES FLEETWIDE

ADDITION OF NEW 
ECOTOURS

Further eco-friendly excursions were devised (12 new ones 
were added in 2014), mainly to unspoiled areas like parks and 
nature reserves, and designed to let participants enjoy nature-
based tourism using alternative zero-impact means of transport 
(e.g. Nosy Tanikely marine park in Madagascar by catamaran, 
trekking on the island of Samos in Greece etc.).
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FOOD EXPERIENCE

Food&wine New culinary offerings (20 
menus) based on local gastro-
nomic traditions in different 
parts of Italy

Slow cruising food&wine Collaboration with local chefs 
and addition of specially 
devised menus:  50 different 
dishes included daily 

TOURS

Tours 361 new shore tours created in 2014
(+10%)

neoExperience neoCollection new overnight stopovers in 
exclusive locations (e.g. a night in the desert 
at Al Kahtem, Eiffel Tower night tour)

Eco-tours 12 new eco-friendly excursions to nature 
reserves (e.g. Richards Bay white elephant 
safari)

Tours to UNESCO 
World Heritage Sites 

23 new tours to UNESCO Heritage Sites

Gourmand tours New food&wine experiences added (e.g. 
Modica chocolate, truffles and Barolo in the 
Langhe, caviar and vodka in St. Petersburg, 
a stop at the best restaurant in Madagascar 
so as to sample the local specialties)

CUSTOMER

Comment form 85% customer satisfaction level

Sharing the experience Increased presence  on social 
networking sites

BOOKING 

Travel Agent Self-booking Self-booking

BEFORE THE  VACATION

IMPROVING CUSTOMER EXPERIENCE: PROJECTS AND ACTIVITIES

2
0

14

AFTER THE VACATION

PREPARATION FOR THE CRUISE

Consultancy service 
for the choice of cruise

Training on the product via 
webinars
Implementation of Costa extra 
web platform (launch in Spain 
and France) providing customi-
zed product presentation tools 
Online tool for personalized 
quote tailored to the customers’ 
needs and tastes providing a 
preview of the cruise experience

Check of any special needs 
related to guests with mobility 
disabilities, visual disabilities 
or food intolerances

Detailed list available of the 
ingredients used to make the 
dishes served on board

Management of the booking 
process and explanation of 
the contractual terms and 
conditions.

Courses in transparency in the 
sales process

Choice of cruise: 
consultation of the website 
and/or brochure

More user-friendly website: 
www.costacrociere.it  

Self-booking: 
•	 direct	booking	online	
•	 call	center	contact	

Special consultancy service:  
phone appointments with call 
center operators providing 
expert assistance (service 
operates 24/7)
Increased front line resources

Online  ticketing and 
personalization of the cruise 
with purchase of additional 
services (tours, exclusive 
restaurant bookings, wellness 
packages etc.)

More user-friendly online 
booking process and wider 
range of payment options

http://www.costacrociere.it/


 81CUSTOMER 
EXPERIENCE

HOSPITALITY

Cabins  Review of cabin amenities and 
categories 
Costa Diadema:  introduction 
of new cabin types:  Premium 
Outside Window (5 berths) and 
Outside Cove Balcony on Deck 2 

ENTERTAINMENT WELLNESS 

Samsara SPA Implementation of selection 
of spa services: anti-aging 
treatments with state-of-the-
art technology, InBody570 
advanced body composition 
analyzer and new fitness 
lessons

Sport New courses to keep fit and 
stay in shape 

Transfer Costa Cruises Terminal

IMPROVING CUSTOMER EXPERIENCE: PROJECTS AND ACTIVITIES

CRUISING

ARRIVAL AT PORT 
OF EMBARKATION

PARKING

WELCOME ON BOARD

Special shuttle service 
and parking  

Partnership with Trenitalia for 
travel in reserved carriages on 
high-speed Frecce trains for 
guests embarking from Trieste, 
Venice and Naples

Luggage service New “bag express” 
baggage handling service 
(home-ship-home) 

Hospitality at cruise terminal 
with dedicated facilities

Opening of the second terminal 
at the  Savona Palacrociere

Introduction to the cruise 
experience

On the Costa Diadema new for-
mat for the  “Diario di Bordo”

Launch of the MyCosta Mobile 
App

IMPLEMENTED IN 2014

Squok Club (for children)                                       Introduction of new games:  
Spin Master, Microsoft and 
Star Laser
Launch of the new concept 
“Princess for a day”
On the Costa Diadema a new 
open deck protected area for 
toddlers under 3 years of age

Shows Launch of 3 Talent Show 
formats on the neoCollection 
with the direct involvement 
of guests: Cchef cooking 
competition, Cdance based 
on Dancing with the Stars 
and the Ctalent show where 
the winners can join Costa 
Cruises’ entertainment staff (5 
performers hired in 2014)
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The customer experience begins long before the cruise; in the decision-making process leading to the purchase of a vacation, the human factor is a vital 
element and the travel agent is often the first point of contact.  Recommending a vacation means relating to the buyer on an emotional level; for this 
reason it is important during the sale to carefully and clearly provide all the relevant details concerning the port calls - including their specific attractions 
and culture - as well as the amenities available on board and the contractual terms and conditions.  The choice of which cruise to book is therefore crucial 
and customers should be provided with structured support so that they opt for the solution that best matches their demands and expectations.  Costa 
Cruises’ alliance with its over 38,000 partner travel agencies located in 70 countries worldwide, who market and distribute the cruise product, is a precious 
resource and, for this reason, the company manages its direct links with travel agents very closely, providing them with a constant flow of information 
regarding the product and corporate strategies.

Customers can contact Costa Cruises directly, choose their preferred 
cruise vacation and manage their bookings individually using a range 
of channels: 

• website  www.costacrociere.it  
• contact center (open 24/7) via toll-free number
• special consultancy service - phone appointments with experts providing 

assistance for the choice of cruise

With a view to further enhancing its interaction with customers, in 2014 Costa 
Cruises redesigned its website.  The new layout and navigation are intended 
to facilitate consultation and retrieval of the information and details for each 
cruise.  Special attention was paid to expressing the personality of the brand 
by conveying the excitement of the cruise experience with Costa.  Initial results 
were encouraging, with a 7% increase in the number of site visits following the 
launch of the redesigned version of  www.costacrociere.it.

CUSTOMER RELATIONS: 
ENGAGEMENT AND DIALOGUE

For Costa Cruises the training of travel agents is vital; the company 
concentrates its efforts on extending agents’ knowledge of the product 
and honing their expertise in the details of cruise holidays.  In 2014, 
460 travel agencies took part in the program Costa Sales Academy 
on board, with a training path focusing mainly on the new product 
positioning linked to Costa Cruises’ vocation for excellence as a roving 
ambassador for Italy’s finest. The continuous flow of the latest news 
about the product is coordinated by means of the web platform Costa 
extra1, the biggest Italian online business community in the travel 
industry.  Costa extra was extended during the year to France and Spain 

and further enhanced with additional web-based tools to facilitate the 
work of travel agents and improve performance.  The platform, an 
integral part of the WeCare project, allows structural interaction in 
relation both to management of online training (e.g. sales techniques) 
and to requests for in-depth analysis.  The exchange of information, 
which is facilitated by a moderator, enables the community to interact 
in real time, share experiences and benefit from mutual learning.  
4000 training hours were provided to 14,000 agents in 2014.  The use 
of webinars led to a substantial decrease in the associated travel costs, 
which also helped reduce direct emissions.

1 Web platform entirely dedicated to the management of communication to and from the company.

http://www.costacrociere.it/
http://www.costacrociere.it/
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NUMBER OF SITE VISITS
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Webinar participation

4,500 
AGENTS
IN ITALY

4,000 
HOURS
OF TRAINING

460 
TRAVEL AGENCIES
IN ITALY

1,500 
AGENTS
IN NORTH AND 
SOUTH AMERICA

FOR 14,000 AGENTS

15,000 
COMMENTS
ON COSTA EXTRA

Level of interaction

Number of visits

97% 
OF AGENCIES 
IN ITALY
USE THE PLATFORM

2,000 
UNIQUE AGENT 
VISITORS A DAY

Costa extra

The process used to choose the cruise also includes consultation of the Costa 
Cruises brochure (distributed to partner travel agencies and available online), 
which is extremely important insofar as it provides an overview of the product 
offer. The brochure too was redesigned in 2014 with the objective of guiding 
customers throughout the vacation planning stages.  The simplification of the 
layout and the enhancement of the associated multimedia framework mean 
more space is devoted to images of the destinations on offer.  The brochure 
is written and arranged with great care, so as to guarantee that the content is 
transparent, accurate and complete. The enhanced presentation with added 
emphasis on the ports of call in no way distorts their realistic depiction.  
Indeed, the company’s commitment to objective representation of its product 
is reflected by the direct involvement of the guests themselves as roving 
reporters:  past and recent cruisers provide large amounts of input by posting 
photographs and impressions of their vacation with Costa on the social media 
platform, notably the sections called Millions of Memories and Costa Cruise 
Tips (with cruisers’ reviews and shared experiences2) included in the brochure.

2 As part of Costa’s policy of transparent communication and freedom of information, the company places no restrictions on the content, provided that it complies with the rules for publication online 
 and with the guidelines defined at Carnival Group level.
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Costa Cruises encourages its guests to share their travel experiences and deems 
this exchange a very important part of its policy of dialogue and transparency.  
To this end it continues to invest in a series of initiatives managed by means of 
the company’s web-based platforms based on the conviction that the cruisers’ 
own accounts of the Costa experience are the most effective form of publicity.  
The fact that more and more consumers are digital natives and enjoy sharing 
their vacation experiences online while they are away is considered important 
by the company, seeing it as an opportunity to establish a direct link with guests 
and to obtain their immediate feedback.  For this reason Costa Cruises’ increased 
presence  on social networking sites has continued to focus on sharing of content 
and compliance with the associated rules of community management. In 2014 
the company concentrated its investments in this area on the development of 
new solutions facilitating interaction on board (between guests and with their 
social community) with the launch of the MyCosta Mobile application (available 
for download in 6 different languages) free of charge allowing users to chat and 
phone on board the ships in the fleet at no cost with unlimited talk and text.
Special events are also arranged specifically for Costa’s fans and bloggers.  The 
initiatives organized in 2014 included the participation of foodbloggers at the 
Mediterranean Food Festival on board the Costa neoRiviera, thus allowing 
them to personally evaluate the quality of the gastronomic journey in pursuit of 
authentic taste sensations in the heart of the Mediterranean.  For the christening 
of the Costa Diadema, a special “InstaMeet” was organized enabling users of  
the popular photo-sharing site to take part in the event and virtually tour both 
the flagship and the city of Genoa, where the inauguration took place. 

SHARING THE EXPERIENCE 

3 Data as of 06/30/2015
4 Data from date of launch to 06/30/2015
5 Data from date of launch to 06/2015

2014FACEBOOK
Europe’s biggest 
virtual organized 
travel community

Increased community management service 
(average response time 6 hours)

1,760,569 fans3 New entertainment applications in line with the 
values of Italy’s finest

TWITTER
43,343 followers worldwide Implementation of information management and 

support in emergency situations

YOUTUBE
+92% increase in viewers 
(552,177 total views as at 
12/31/2014)

Travelogue web series made for the neoCollection 
by 12 CostaClub members

INSTAGRAM
Average of 230 likes for 
every 100 photos posted

First ever “Instameet” on a cruise ship.
Italian Aperitivo in Paris with local Igers

“C” BLOG
30,000 unique visitors 
a month in Italy

Increased blogger involvement

MILLIONS OF MEMORIES
4837 reviews 
and photos4

Use of photos and reviews in the 
new brochure

COSTA CRUISE TIPS

1486 reviews5 Use of photos and reviews in the 
new brochure

COSTA CROCIERE SOCIAL

After leaving Barcelona there’s one of the food&wine 
events punctuating this cruise: a meeting with the 
Università di Scienze Gastronomiche.  Obviously in 
our role as food bloggers we can’t miss this occasion 
and it turns out to be a very well-attended event with 
lots of other cruisers interested in the subject.

(Anna Luisa Vingiani & Fabio D’Amore)
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Consolidation of the relationship with the customer is extremely important; 
management of the community6 of Costa Cruises’ repeaters provides an 
excellent opportunity to obtain feedback about the  product and ensure 
continuous improvement of the customer experience.  The CostaClub 
loyalty scheme allows its about 2 million members to share product 
previews and the latest news from the world of Costa Cruises. The travel 
tales contributed by the Club members themselves and the special activities 
arranged for the CostaClub community have become popular features 
keeping its members involved on a regular basis.  The dedicated activities 
include the CostaClub Cruise, a theme cruise organized by the company 
for club members interested in trying out the latest product innovations.  
In 2014 for the first time a neoCollection ship was used as the venue for 
the CostaClub Gourmet Grand Cruise featuring chef Simone Rugiati in 
a reality cooking show starring the guests themselves.  In line with the 
company’s intention to let its cruisers act as its ambassadors, six couples 
- all CostaClub members - were selected to make Travelogues, forming a 
web-based documentary series that can be viewed on YouTube.

Continuous dialogue with its customers is vital insofar as it enables the 
company to define and deliver quality products and services in line with its 
approach to sustainability.  For this reason, guest feedback plays a key role 
both during product design and in the process of continuous improvement on 
the path to guaranteeing a unique and memorable customer experience from 
beginning to end.
Customer centricity and the constant pursuit of elements and suggestions 
that can help make the  customer experience unique and memorable are the 
basis of all the research and investigation carried out by Costa Cruises.  After 
the cruise, the dialogue and feedback continue in the shape of a comment 
form emailed to all guests who have just disembarked  (they have 14 days 
after the end of the cruise to fill out this questionnaire).  Although this is a 
new method of evaluation and direct comparison with the previous year is not 
possible on account of changes to some of the questions in the comment form 
and the gradual implementation of the new system across the fleet, it is clear 
that the results were largely positive with a customer satisfaction level of 85% 
(response rate 47%).  Once again the courtesy and approachability of Costa’s 
staff and the quality of the amenities and services on board were the areas that 
scored highest.  In response to the survey findings, the company planned and 
implemented a specific action plan focusing particularly on the quality and 
diversification of the food&beverage service as well as on further improvement 
of some other aspects of service delivery.

MONITORING AND 
MANAGEMENT OF 
CUSTOMER SATISFACTION

CARE TEAM:  WE PROVIDE 
SUPPORT WHEREVER AND 
WHENEVER NEEDED

For Costa Cruises, the provision of assistance to guests confronted 
with problems that may arise from time to time during the cruise 
for reasons beyond the control of the company is managed using an 
approach aimed at furnishing as much support as possible.  Guests 
who need help with bureaucratic problems or who are forced to go 
home urgently are assisted by shipboard personnel; where necessary, 
the latter liaise with the relevant shoreside departments and with the 
local health authorities or other organizations in the place concerned. 
The Care Team is a special unit operating 24/7 and providing 
logistic and moral support.  It is staffed by  150 employees normally 
engaged in routine shoreside and shipboard activities who came 
forward as volunteers for the Care Team and were trained to give 
assistance in the case of individual crises - often exacerbated by 
cultural and linguistic barriers - or even in the unlikely event of a full-
scale emergency. In 2014 the team provided assistance to over 1500 
families; in 73% of these cases, this meant logistic and psychological 
support for people in difficulty who had to disembark before the 
end of the cruise because of health emergencies arising at sea or in 
transit ports.

Monitoring of specific aspects of customer satisfaction such as guests’ degree 
of loyalty as well as their perception of what sets Costa apart from its main 
competitors is carried out by means of dedicated surveys. The survey results 
are subjected to qualitative and quantitative analysis, including segmentation 
of the different types of guests on board and of the different product 
categories.  In April 2014 the company introduced the Net Promoter Score7  
(measured at 37.32%), an index used to assess customer satisfaction and 
analyze respondents’ perception of the distinctive features of the product; in 
Costa’s case, key features surveyed included the food&beverage service, shore 
tours, shows and entertainment - these being deemed decisive in terms of 
whether someone would recommend a Costa cruise holiday. 

6 CostaClub.
7 The NPS, introduced worldwide in 2003 by Bain & Company and Satmetrix Systems, is the
 industry standard measurement of customer loyalty.
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Costa Cruises’ suppliers are strategic partners sharing the company’s growth path and pursuit of solutions designed to respond to the evolution of the 
cruise industry using an approach geared to innovation. To this end, we build solid partnerships orientated not only to the fulfillment of requirements 
regarding quality, price and reliability, but above all to the sharing of the principles of fairness, transparency and integrity. We realize that proactive 
sustainability management of the supply chain is a vital part of the sustainability journey and for this reason whenever possible we prefer to use local 
suppliers and work with an approach based on mutual respect.

Management of the supply chain for a company like Costa Cruises requires 
the perfect synchronization of all the interrelated activities associated not 
only with the supply of goods, products and services in the countries in 
which it operates, but also with quality, price and timing of delivery, which 
are all vital factors so as to avoid disruption of supplies in the various ports 
of call. The scale and highly differentiated range of products and services 
makes it extremely important to apply optimization and innovation criteria 
together with the progressive integration of sustainability principles into 
the management system. Associated with this approach is the mitigation 
of risks arising from the supply chain and from the gradual expansion of 
management of ethical, social and environmental aspects. In this regard 
in 2014 Costa Cruises worked on the mapping of sustainability issues 
pertaining to management of the supply chain with a view to integrating 
them into management policies and processes - all this in the knowledge 
that the integration of sustainability entails a substantial commitment and 
takes time on account of the sheer number of Costa’s partner suppliers and 
the many categories of commodities involved.
The indirect economic impact generated by purchasing helps drive local 
social and economic development. A reliable enterprise that works to 
consolidate relations is a booster for the economy and for its business 
partners while, at the same time, guaranteeing itself continuous support and 
quality procurement. Costa Cruises has always been committed to building 
long-term working relationships with its suppliers and has contributed over 
time to economic development, both locally and internationally, through 
direct and indirect activities. During the reporting period the company 
focused in particular on establishing partnerships with businesses 
operating globally and orientated to an approach based on understanding 
of the extremely complex logic underlying the cruise industry.

Defined on a global level with the aim of reinforcing the synergies within the 
Costa Crociere Group and capitalizing on innovative aspects, the procurement 
strategies are devised to guarantee the development and integration of the 
different operational processes. The extreme diversity of the suppliers leads the 
company to classify them into categories (“minor”, “standard” and “strategic”) 
based not only on the scale of the associated investment, but also according to 
the importance of the goods or service supplied. 7% of suppliers are deemed 
“strategic”, accounting for 15% of directly managed purchases (80%). The 
type of distribution of purchases shows the most important areas in terms 
of procurement of goods and products required to ensure smooth shipboard 
operations and hospitality.

INTEGRATING SUSTAINABILITY 
INTO MANAGEMENT OF THE 
SUPPLY CHAIN

SUSTAINABILITY IN THE SUPPLY CHAIN

PURCHASES (IN % TERMS) 
BY AREA OF PROCUREMENT

Asia
Europe
Middle East

South America

Rest of world

North America and Caribbean

1%

6%
1% 2% 5%

85%

SUPPLIERS 
8,860

CONTINENTS5
LOCATED ON
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In all, the company manages 88601 suppliers. There are five main 
purchase streams: bunkering-fuel, technical sourcing, hotel sourcing, 
food&beverage and potable water. Even though integrating 
sustainability into some areas is more challenging than others (for 
example due to the product type, such as fuel, or to the limited number 
of suppliers, such as manufacturers of spare parts and equipment for 
ships), the initiatives undertaken in 2014 demonstrate Costa Cruises’ 
commitment to encouraging responsible practices in the supply chain. 
More specifically, the company concentrated its efforts on sustainable 
procurement of food products, consumer goods and cabin linen. 

DISTRIBUTION OF 
PURCHASES BY TYPE

Food & Beverage
Hotel
Technical
Fuel

42%

16%

6% 28%

BUNKERING-
FUEL 

TECHNICAL 

HOTEL  

FOOD&
BEVERAGE  

FUEL USED FOR SHIP PROPULSION

SPARES (SPARE PARTS FOR PLANT AND MACHINERY 
EXCEPT FOR ENGINE ROOM EQUIPMENT) AND 
TECHNICAL EXPENDABLE MATERIALS. FLEETWIDE 
ROUTINE AND EXTRAORDINARY MAINTENANCE 
SERVICES.

PRODUCTS AND MATERIALS LINKED TO THE 
DEMANDS OF THE HOTEL SERVICES AND 
THE FITTING-OUT OF THE SHIP (MANAGED 
IN COLLABORATION WITH THE TECHNICAL 
SOURCING AREA).

Replacement of plastic with products made of 
biodegradable MATER-BI material, e.g. plates, cutlery, 
straws and excursion materials.

Recycled paper used for all information sheets on board 
(e.g. the Diario di Bordo daily program of events). Use of 
linen made of special organic cotton.

FOOD PRODUCTS INCLUDING 
SUPPLIES OF FRESH FOOD.

Use of fuel in compliance with ISO 8217 (international 
standard) and regular random testing (for compliance with 
parameters) of bunker supplies (sampled on the fuel barge, 
on board and in the laboratory).

Positive impact on employment in the ports selected for 
dry-docking.

Maintenance work managed on the quay (dry dock) with 
use of shore power installations (“cold ironing”). 

Priority given to supplies of fresh food (mainly fruit, 
vegetables and fish) in the different ports of call (25%).

Definition of menus based on local culinary traditions with 
sourcing of local ingredients. 
Increase of local suppliers, who are sourced after being 
subjected to careful screening, and consequent reduction of 
the impact generated by logistics activities. 

Definition of menus based on local culinary traditions with 
sourcing of local ingredients. 
Strengthening and fostering of partnerships with food 
service companies that prioritize sustainability.

WATER SUPPLY OF POTABLE WATER 
IN THE PORTS OF CALL 

Potable water supplied during stopovers (38% of the 
total) is sourced in areas of the world where water is not 
a scarce resource.

1 The number of suppliers refers to the following categories: food & beverage, hotel,  technical (services and materials) and fuel.



YOU SUPPLIER 
ENGAGEMENT

Many products made of cotton are used on board the 
ships in the fleet in different areas:  cabins, restaurants, 
swimming pools and Spa.  Costa Cruises chose to gradually 
introduce special organic cotton products with the aim of 
favoring the use of non-toxic sustainable fabric produced 
with methods that have low impact on the environment.  
Organic cotton is grown without pesticides, herbicides and 
chemical fertilizers, all of which are used on conventional 
cotton crops; instead, organic farming systems are used to 
fertilize the land.  In 2014, conventional cotton sheets were 
gradually replaced by organic cotton linen in the Samsara 
suites and staterooms.

USE OF ORGANIC 
COTTON  

Dry-docking entails a substantial investment and helps generate direct, 
indirect and induced economic impacts and benefits in and around 
the shipyards Costa Cruises makes regular use of.  The complexity 
of the work entails the need for multi-year service contracts, which 
not only facilitate the planning of the associated investments, but 
also guarantee the availability of the dry-docks and port facilities 
required to carry out maintenance operations.  In 2014, 53% of the 
fleet members were dry-docked.  Dry-docking of the 8 ships involved 
(5 of these scheduled maintenance projects were completed by the 
end of November) took place in 3 different Italian shipyards (Genoa, 
Palermo and Trieste).  The work performed - including the technical 
operations and the servicing and replacement of furnishings - entailed 
a total investment of approximately 64 million euros.
The construction of a cruise ship is an extremely complex project, 
in terms both of the realization of the actual product, and of the 
magnitude of the associated investments.  Costa’s partnership with the 
chosen shipyard embraces a series of specific stages from the design 
to the launch.  The yard in question liaises with a number of firms that 
specialize in production of the individual parts of the ship; on average, 
over 100  such suppliers contribute to the construction of a ship of 

DRY-DOCKING AND SHIP BUILDING:  
VALUE CREATION FOR THE LOCAL ECONOMY 

gross tonnage comparable to Costa’s current fleet members.  The 
choice of suppliers qualified to work in the shipyard is made on the 
basis of specific criteria with special regard to a proven track record 
of technical expertise and the capacity to provide innovative solutions 
that will enhance performance and reduce the environmental impact 
generated.  The Costa Diadema was built entirely at Fincantieri’s 
Marghera shipyard at a cost of approximately 550 million euros 
and delivered in October 2014.  The construction work involved the 
deployment of approximately 1000 yard workers and 2500 employees 
of allied industries.  The benefits in terms of employment were felt 
well beyond the yard then; indeed, some 400 contracted suppliers - 
mostly Italian firms - were engaged in the fitting-out of the interiors 
of the new flagship.
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The creation of lasting partnerships with suppliers depends on 
transparency and clarity in the processes of selection and monitoring, these 
being cornerstones of a consistent and effective approach.  Costa Cruises’ 
partner suppliers are subjected to a structured process of selection and 
evaluation, whereby they are classified in relation to their importance for 
Costa, the type of supply and its impact on the company’s performance; 
they are also assessed in terms of their compliance with Costa’s core 
values, particularly those related to the principles of corporate social 
responsibility.  On the basis of this classification, qualification criteria are 
applied for ethical, environmental, safety and quality aspects.  The contract 
signed by the supplier includes the latter’s agreement to abide by Costa 
Cruises’ integrated policy containing a series of stringent requirements 
dealing with:  1) human rights and working conditions 2) environmental 
compliance 3) business ethics.  An integral part of this is Costa’s Business 
Partner Code of Conduct and Ethics, which was adopted in July 2014 and 

A total of 298 suppliers were subjected to financial monitoring during 
the reporting period. The outcome of the checks performed was largely 
favorable insofar as the company did not detect any particularly critical 
situation such as to warrant application of the procedure for suspension 
or termination of a contract. 
The great diversity and global distribution of the supplier base demand 
ongoing analysis of the associated risk factors so as to minimize possible 
gaps in supply and guarantee operational efficiency. In addition to their 

One of Costa Cruises’ priorities is to maintain a continuous dialogue with its suppliers; the sharing of objectives and ongoing joint commitment are vital 
aspects in the consolidation of the company’s partnerships with these stakeholders.  The performance monitoring system and the possible implementation 
of improvement actions or measures to bring a supplier into line with set standards are organized by means of the following tools/checks:

RELATIONS WITH 
SUPPLIERS

RISK ASSESSMENT AND MONITORING 
WITHIN THE SUPPLY CHAIN 

sets outs the values that the company’s suppliers are required to embrace. 
Costa Cruises’ process of selection of suppliers is based on objective criteria 
and includes evaluation of their level of critical importance and any potential 
risk associated with their country of origin, their sound economic footing 
and their effective possibility of complying with the set standards.  The 
accreditation process allows the company to accurately map the suppliers 
and grant them “total” qualification, or “partial” (conditional) qualification 
if they do not meet all of the evaluation criteria.  Initial qualification also 
depends on the outcome of a screening procedure and confirmation that 
the supplier concerned does not belong to one of the categories of entities 
with which Costa Cruises, being a member of Carnival Corporation, is 
not allowed to engage in any business transactions insofar as it is subject 
to the laws and regulations implementing economic sanctions programs 
administered by the United States Department of the Treasury’s Office of 
Foreign Assets Control (OFAC Compliance Policy).

performance levels, the company’s strategic suppliers are monitored 
with regard to economic aspects that could potentially have a direct 
or indirect impact (e.g. economic situation of the country of reference, 
availability of raw materials used). The resulting analysis is performed 
centrally using tools of assessment that enable mapping of the potential 
areas of risk to be addressed for each category of supplier; the system 
also provides an up-to-date picture of the financial situation of Costa’s 
key suppliers.

EVALUATES THE EFFECTIVENESS OF THE 
PRODUCT/SERVICE SUPPLIED AND INCLUDES 

COMPLIANCE INDICATORS MEASURING ETHICAL, 
SAFETY AND ENVIRONMENTAL ASPECTS

CARRIED OUT IN ORDER TO OBTAIN IN-
DEPTH ANALYSIS AND CONFIRMATION OF:  
ACTIVITIES PERFORMED, COMPLIANCE OF 
METHODS OF MANAGEMENT AND SOUND 

ECONOMIC FOOTING

DIRECT COMMUNICATION ACTIVITY 
REGARDING THE COMPANY’S SOCIAL 

ACCOUNTABILITY POLICIES

ANNUAL ASSESSMENT AUDITS SENSITIZATION
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For us at Costa Cruises sustainability is an integral part of our modus operandi and our approach to planning the future. Sailing to the world’s loveliest destinations 
so that guests can discover and enjoy them entails not only planning cruise routes but also having a clear idea of which way we wish to go in the long term. 
Our contribution to sustainable development is based on our capacity to harmonize the demands of the local communities in the ports of call and those of all our 
other stakeholders, sharing core values such as the awareness that, to be able to offer a memorable vacation to the tourists of tomorrow, we need to be constantly 
committed to making responsible choices for people and the planet.

OUR ROUTE TO 
SUSTAINABLE DEVELOPMENT

SEA 

 Maximize our commitment so as to 
 guarantee the safety of guests 
 and crew members on board

 Set new standards that go beyond 
 international regulatory requirements

 Promote a safety-centric corporate 
 culture

GUARANTEE 
SAFETY

  Increase energy efficiency and reduce CO
2
 emissions from the use of fuel 

 by 25% (by 2020)

  Rationalize routes and optimize the itinerary plan

  Help protect water resources in areas where water is a scarce resource  

  Reduce shipboard water consumption

 Promote the development of waste recovery and recycling projects

MINIMIZE THE ENVIRONMENTAL AND OTHER IMPACTS 
GENERATED IN AND AROUND THE PORTS OF CALL

 Help safeguard the marine environment 

 Conserve and enhance the natural environment in the 
   destinations visited 

 Restore to the Isola del Giglio local community their terrestrial 
   heritage and marine environment

PROTECT THE EARTH’S BIODIVERSITY 
AND THE DIFFERENT ECOSYSTEMS

 Encourage healthy eating on board 
   for guests and crew

 Convey the value and taste sensations 
   of the Mediterranean diet

 Reduce food waste

PROMOTE A 
NUTRITIONAL APPROACH
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 Sensitize guests to the importance of the 
   responsible use of resources 
   (water and energy) 

 Promote wellness and a healthy lifestyle
 Encourage awareness of and respect for 

   the culture and customs of the countries visited

 Facilitate social inclusion and economic development in the local communities 
   Costa Cruises engages with

 Collaborate with the main ports of reference so as to share development plans and 
   work to create value

 Contribute to the fostering of local traditions and the enhancement of artistic and cultural heritage

 Support initiatives aimed at improving the quality of life of people in need and 
   future generations

CONTRIBUTE TO THE CREATION OF VALUE

 Promote cultural diversity and a 
   socially inclusive environment 

 Encourage each person to make their 
   own individual contribution so as to 
   capitalize on the great cultural diversity 
   and wealth of professional experience 
   of the workforce

CAPITALIZING ON 
DIVERSITY

 Prioritize sourcing of local suppliers 

 Develop partnerships with enterprises committed to responsible 
   management of the supply chain

INTEGRATE SUSTAINABILITY INTO 
MANAGEMENT OF THE SUPPLY CHAIN

 Support research in order to  
 develop innovative solutions  
 applicable fleetwide

 Design ships with low environmental 
   impact and favor cutting-edge 
   propulsion systems 

 Develop new products meeting guests’ 
   needs and expectations while responding 
   to the evolution of the cruise market

PROMOTE 
INNOVATION

ENGAGE CUSTOMERS ON 
THE PATH TO SUSTAINABILITY
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Costa Cruises is committed to innovative design and development of its 
cruise product and shipboard service.  Being able to pre-empt the needs 
of future guests depends on knowing how to plan and build the ships 
that will be accommodating them.  The time it takes to conceive and 
construct a cruise ship makes it all the more essential to interpret in 
advance the demands of the people who will be traveling/living on board 
and to adopt an approach based on forward thinking, innovation and 
sustainability.  We know that our customers expect a lot from us in terms 
of corporate responsibility and how this should be applied in practice 
on board.  Our determination to gradually integrate sustainability into 
shipboard technology and the design of the cruise product informs our 
choices in planning the ships of the future.  A vital part of this process is 
cooperation with all our stakeholders and joint commitment to pursuing 
innovative and sustainable solutions.

OUR TAKE ON THE 
FUTURE

Launched in 2014 and built entirely at Fincantieri’s Marghera shipyard, the 
Costa Diadema is the largest Italian-flagged cruise ship.  She epitomizes the 
company’s commitment to combining evolution of style, a new concept of 
cruising and reduction of our environmental footprint.  The construction of a 
vessel of this kind requires specialized skills and management; the project is 
highly complex with a delicate balance between purely engineering aspects, 
the design of the interiors and exteriors, and the ergonomics of the different 
areas.  Costa Cruises engineered the Diadema project with the intention of 
integrating environmental mitigation aspects and working for a unique 
customer experience.

COSTA DIADEMA
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INNOVATIVE SHIP COOLING 
SYSTEM FEATURING USE OF 
SEAWATER INSTEAD OF 
REFRIGERANT GASES

EQUIPPED FOR “COLD IRONING” 
(WHEREBY THE VESSEL CAN 
BE PLUGGED INTO SHORESIDE 
ELECTRICAL POWER)

FOOD WASTE PULPER 
FOR STATE-OF-THE-ART 
COMPOSTING

AUTOMATIC CONTROL SYSTEM 
DESIGNED TO ADJUST EXTERNAL 
LIGHTING IN ACCORDANCE WITH 
CURRENT SUNLIGHT INTENSITY

LED LIGHTING SYSTEMS 
THROUGHOUT THE SHIP

KEY-CARD HOLDERS, SO THAT 
LIGHTING ETC. CAN ONLY BE 
SWITCHED ON WHEN THE CABIN 
IS OCCUPIED

OPTIMIZATION OF AIR CONDITIONING 
SYSTEM IN THE PUBLIC AREAS:  
AIRFLOW ADJUSTS AUTOMATICALLY 
IN ACCORDANCE WITH THE PRESENCE 
OF PEOPLE IN THE ROOM AND 
OUTSIDE TEMPERATURE

EXHAUST GAS CLEANING 
SYSTEM FOR ABATEMENT 
OF EMISSIONS

ENVIRONMENTAL IMPACT.  
INNOVATION FOR GREATER EFFICIENCY
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HARMONIZATION 
OF THE INTERIORS 
AND EXTERIORS 

THANKS TO THE NATURAL 
LIGHT FILTERING IN THROUGH 
THE GLASS WALLS AND LARGE, 
SPLIT-LEVEL, CONVENIENTLY 
INTERCONNECTED 
PUBLIC ROOMS DIRECTLY 
OVERLOOKING THE SEA

SHOPPING MALL 
TWICE THE 
USUAL SIZE   
(DECK 4): INNOVATIVE 
CONCEPT FOR 
SHIPBOARD SHOPPING

SEASIDE 
EMPHASIS
SPACIOUS PROMENADE 
(OVER 500 METERS LONG) 
RIGHT ROUND DECK 5 
PROVIDING A SPECTACULAR 
PANORAMA OF THE SEA AND 
RE-CREATING THE “IDEAL 
CONNECTION” WITH THE SEA

LARGER 
SPA AREA  

(6200 M2) EXTENDING 
OVER 4 DECKS WITH A 
WINTER GARDEN AND 
OPEN-AIR RELAXATION AREA 
OVERLOOKING THE SEA

DESIGN AND RENEWAL OF THE INTERIORS
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REDESIGNED 
STATEROOMS  

DESIGNED WITH FAMILIES IN 
MIND:  NEW OUTSIDE FAMILY 
CABINS SLEEP 4 OR 5 AND 
HAVE A DOUBLE BATHROOM.  
ADDITION (ON DECK 2) OF NEW 
COVE BALCONY CABINS

LARGER 
UPPER DECK 
AREAS  

FOR SPORT, RELAXATION 
AND GAMES FOR CHILDREN 
(OPEN-AIR PLAYGROUND 
AND SPLASH POOL FOR KIDS)

ADDITION 
OF NEW 
DINING 
AREAS  

GUARANTEEING A BIGGER 
FOOD&BEVERAGE OFFER 
WITH MORE VARIETY

E-LIBRARY

AREA WHERE YOU CAN 
DOWNLOAD E-BOOKS 
AVAILABLE IN 9 LANGUAGES

DESIGN AND RENEWAL OF THE INTERIORS
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CO-CREATION:  
CUSTOMER ENGAGEMENT

Costa Cruises’ most loyal guests were involved in a co-creation 
project: 8 CostaClub members were invited to select the type 
of armchairs to be fitted in the shopping area of the Costa 
Diadema.  The selection process, conducted at Palazzo Ducale 
in Genoa, also saw the involvement of architects and furniture 
designers.  The company’s repeaters taking part tested the 
quality of the seating solutions and chose the specific models 
and color scheme.

THE ARTISTIC PROJECT:  REGAL SPLENDOR AND 
ITALY AS SOURCES OF INSPIRATION

7,671 
WORKS OF ART
(REPRODUCTIONS AND 
SILK-SCREEN PRINTS)

190
ORIGINAL 
WORKS  
INCLUDED IN 
THE COLLECTION

26
SCULPTURES 
ARRANGED IN 
THE MAIN 
PUBLIC AREAS

Like all the ships in the fleet, the Costa Diadema is a floating 
art gallery. Cross-cultural influences and a mission to make art 
readily accessible to everyone are reflected in Costa’s fostering 
of artistic expression and its vocation for showcasing the work 
of established and emerging artists on board its ships.
In the case of the Diadema, the central theme for the interior 
decoration is regal splendor, with contributions - paintings, 
sculptures, photographs, graphics, architecture and design 
objects - from 41 artists (including 38 Italians).  Thus the 
ship herself becomes a traveling exhibition displaying works 
representing different cultures and art forms.

58
DIGITAL 
ARTWORKS 

2
GLASS 
MOSAICS 
(134 M2)

EMBELLISH THE 
“TERRAZZA SUL MARE” 
PROMENADE
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IN PURSUIT OF A SUSTAINABLE 
FOOD EXPERIENCE

We believe that a balanced diet and an active lifestyle are 
essential prerequisites for good health; accordingly, for the Costa 
Diadema we provide culinary offerings that not only cater to a 
wide range of tastes but – above all – are also healthy from the 
nutritional point of view.  The new flagship, which is deployed 
in the Mediterranean, marked the implementation of a wide-
ranging review of food&beverage based mainly on two aspects:  
strengthening of the links with the different local communities in 
the ports of call and promotion of the Mediterranean diet. 
The selection of regional dishes is designed to bring on board 
the best culinary traditions in keeping with Italy’s finest.  The 
introduction of 20 different menus, all expressions of local 
cultural roots and heritage, gives guests from around the world 
the chance to sample Italy’s rich range of regional cuisine.  The 
selection of products used to make the dishes served on board is 
based on a commitment to preserve and protect certain species 
(e.g. marine species such as the red fin tuna) and to avoid any 
kind of unsustainable farming practices or negative impact on 
local water supplies where water is a scarce resource. 

The Italian culinary tradition is the best ambassador for the 
Mediterranean diet with an intake rich in fruit, vegetables, 
legumes, whole grain foods, cereals, fish, nuts etc. and low on fat 
from animal products.  The benefits in terms of health in general 
and the prevention of chronic diseases in particular have been 
demonstrated in numerous international scientific studies.  In 
addition, the Mediterranean diet is good for the environment and 
goes way beyond the simple concept of food.  The word “diet” 
(from the Greek diaita, meaning “way of life”) embraces the social 
and cultural value of the classic Mediterranean diet. 
Considering its positive effects in the social, economic and 
environmental fields, Costa Cruises will continue to work to 
promote on board the ships in its fleet this sustainable food model 
encapsulating the key components of the vacation:  healthy living, 
wellbeing, pleasure and culinary experience.
The food&wine offerings on the Costa Diadema have been 
specially devised in collaboration with the Università di Scienze 
Gastronomiche and also with the involvement of partner suppliers 
committed to responsible management of the supply chain.
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Cutting-edge R&D, innovation and a long-term approach to the complete integration of sustainability are the cornerstones of Carnival Corporation’s 
pioneering move, announced in 2015, involving the placement of orders for 9 ships, 8 of which will be powered by LNG.1 The introduction of these 
new generation vessels, two of which will be sailing for Costa Cruises from 2019, has been hailed as a crucial step toward curbing the cruise industry’s 
emissions and environmental impact.  Carnival Corporation’s LNG-powered ships will be the first to take full advantage of this alternative fuel, thus 
leading to a substantial reduction in harmful emissions.  Natural gas is a promising future energy source and the world’s cleanest burning fossil fuel.  
The contract to build the LNG-powered cruise ships is consistent with Carnival’s fleet enhancement strategy designed to replace ships that have less 
efficient capacity with newer and more fuel-efficient vessels. The long life cycle of a cruise ship requires an innovative design that pre-empts industry 
trends and guarantees environmental compliance.

THE FUTURE IS NOW
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LNG-fueled vessels are environmentally superior to those using 
conventional Heavy Fuel Oil insofar as the former are dramatically 
more effective at meeting progressive emissions-reduction regulations, 
very much in line with the company’s commitment to protection of the 
environment in general and the marine environment in particular.  LNG 
is considered the most “environmentally friendly” fossil fuel available 
and is set to become the fuel of choice for shipping.  It is, quite simply, 
natural gas (mainly methane, CH4) used in its liquid form for storage or 
transportation.  LNG has a number of extremely important characteristics 
in terms of reduced environmental impact:  this type of fuel does not 
contain sulfur and is thus free of sulfur oxide (SOx) emissions, while 
it also enables very significant reductions in both nitrogen oxide (NOx) 
emissions (of up to 85%) and PM (particulate matter), with PM in the 
exhaust gas being almost entirely eliminated (a 95%-100% reduction). 
From a safety perspective, LNG offers the same – if not better – 
guarantees than conventional fuels. Governed by the provisions of the 
IGF Code2, the use of LNG is subject to strict requirements concerning the 
location, installation, control and monitoring of the relevant propulsion 
plant, machinery, systems and equipment on board.   
On Costa Cruises’ new ships, LNG will be used to power dual-fuel 4-cycle 
mid-speed engines.  With the dual-fuel engine system, MGO can be used 
when LNG is unavailable, thus providing total redundancy for propulsion 
and energy production systems under ‘safe return to port’ regulations.
The fuel will be stored in type C tanks with maximum pressure about 
4 bar and combined capacity of around 3500 m3. The engine rooms 
will be provided with state-of-the-art safety systems; these will include 
inherently safe systems, double wall piping and relief valves located in 
specially protected spaces.

LNG: A SAFE AND 
SUSTAINABLE ALTERNATIVE

1 Liquefied Natural Gas.
2 International Code of Safety for Ships using Gases or other Low Flashpoint Fuels: provides
  prescriptions for the design and construction of ships so as to minimize the environmental and
  safety risks associated with the use of LNG and other low flashpoint fuels.
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DEFINITIONS, 
METHODOLOGY AND SCOPE

Costa Crociere S.p.A.’s Sustainability Report 2014 (hereafter “the Report”) 
is the ninth edition of this document, which is a purely voluntary form 
of reporting designed to provide stakeholders with a complete and 
comprehensive account of Costa’s engagement and the results obtained in 
terms of economic, environmental and social performance. 
The Report has been drawn up in accordance with the GRI-G41  Sustainability 
Reporting Guidelines for the Global Reporting Initiative (GRI) (report 
application level CORE) with special reference to the principles of materiality, 
completeness, stakeholder inclusiveness and sustainability context.
The sustainability topics dealt with in this Report concern operations and 
activities performed by Costa Cruises in 2014; only in certain areas (specified 
below) do they refer to the Costa Crociere Group as a whole.  For the sake 
of completeness and internally consistent presentation of information, the 
organizational dimension includes data updated at the time of issue of the 
Report (June 2015).

The scope of the Report is limited to the company’s direct economic, 
social and environmental impacts; there is full coverage of the relevant 
topics and indicators to reflect those significant impacts.

The stakeholder engagement activities arranged by the 
Communication&Sustainability Department made it possible to conduct the 
first analysis of materiality. As regards the definition of an approach to the 
principle of materiality and the identification of significant issues, reference 
was made to the Accountability Guidance Note and to the criteria set out in the 
Global Reporting Initiative (GRI-G4). The resulting materiality assessment was 
conducted based on the AA1000 Stakeholder Engagement Standard for the 
processes used to identify, map and define stakeholders’ priorities and analyze 
the results of their engagement, with the direct involvement of all company 
departments. As far as concerns external stakeholders, a representative sample 
(shipping industry and port representatives, public officials, suppliers, travel 
agents, manning agents) took part in workshops arranged by an external third 
party. Meanwhile, the materiality of different issues of concern to customers 
was assessed by means of a survey.
The joint materiality analysis of stakeholder and company aspects led to the 
identification of high-scoring issues as priorities for Costa, with the agreement 
and approval of the senior management. These material issues comprise 
the most significant economic, environmental and social aspects of Costa 
Cruises’ operations insofar as these issues have a substantial influence on the 
evaluations and decisions of cruise industry stakeholders (see page 20).
The report boundary is set to cover Costa Cruises, while in the section dealing 
with the economic performance it is expanded to include the Costa Crociere 
Group as a whole; where information pertains to any other definition of the 
report boundary, specific mention of this is made in the discussion of the 
particular performance indicator concerned. 
As stated above, the report boundary is extended to cover the whole Costa 
Crociere Group solely in the case of the financial data and the Allocation 
of Added Value. The Report includes all information deemed relevant for 
stakeholders insofar as it reflects the organization’s significant economic, 
environmental or social impacts. Material aspects and content selected for 
inclusion in the Report have been identified on the basis of analysis and 
assessment carried out by the corporate functions directly involved in the 
decision-making process.

Unless otherwise specified or required by the context in which the 
terms are used:
• “the Costa Crociere Group” or “the Group” is intended to mean the parent 

company that operates the brands Costa Cruises and AIDA.
• “the company” is intended to mean the business entity that manages all 

the activities carried out by the brand Costa Cruises.
• an “Operating Line” is intended to mean a Carnival Corporation subsidiary 

managing all the activities carried out by one of the brands operated by 
the Corporation.

The economic and financial data presented in this Report is taken from the 
following civil code balance sheets:  1) civil code balance sheet at November 
30, 2014  and  2) civil code balance sheet at November 30, 2014 of Costa 
Crociere S.p.A. as approved by the respective Shareholders’ Meetings.  It is also 
pointed out that the data included in the report boundary refers exclusively to 
the Costa Crociere Group. 
The reporting principles, appropriately applied and adapted to Costa Cruises’ 
operating context and the content of the information in the Sustainability 
Report, are set out below.

1 The Global Reporting Initiative (GRI) is a multi-stakeholder independent institution whose process and mission is to develop and disseminate globally applicable sustainability reporting guidelines.  
These Guidelines contain principles and indicators for voluntary use by organizations for reporting on the economic, environmental and social dimensions of their activities, assisting the process of 
improving disclosure and enhancing the comparability and standardization of reporting. 

NOTE CONCERNING 
THE METHOD
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BALANCE TIMELINESS

COMPARABILITY

CLARITY

ACCURACY 
AND RELIABILITY

The overall presentation of the content provides a systematic and unbiased 
picture of the company’s performance; the Report discloses all relevant 
indicators and topics, irrespective of whether the results are favorable or 
unfavorable compared with previous reporting periods.  For the sake of 
comprehensive reporting, it should be pointed out that, for some indicators, 
only  qualitative information about results or outcomes is presented.  The 
gradual alignment of data gathering with the GRI 4 Guidelines will entail 
the development of systems of calculation and monitoring designed to  
guarantee – based on the analysis of materiality – the type of disclosure 
(core or comprehensive) that the company adopts in forthcoming editions 
of the Sustainability Report.

Costa Cruises’ Sustainability Report is published in digital form and can be 
downloaded from the company’s website.  It is also sent by email to key 
stakeholders.
For information contact:
Communication&Sustainability Department - sustainability@costa.it

The information contained in the Report is presented, where appropriate 
and relevant, together with historical data showing trends for 2013. Where 
meaningful comparison is not possible, this is due to: 1) information not 
reported in previous years and which would have been impractical to collect; 
2) use of different calculation methods from those adopted previously.

The language used to draft the Report is in line with the principle of 
presenting information that is understandable, accessible and usable by 
the company’s range of stakeholders, and mirrors the style used in Costa’s 
institutional communication generally.  This edition of the Sustainability 
Report can be downloaded from the Responsabilità Sociale section at 
www.costacruise.com/sustainability in both Italian and English.

The Sustainability Report has been drawn up by Costa Crociere S.p.A.’s 
Communication&Sustainability Department, which was in charge of 
central coordination, engagement of the relevant corporate functions and 
management of the data gathering process.  Performance data was collected 
and the Report has been drafted using only internal sources and tools 
normally employed in the management of the company’s activities; all the 
information presented has been obtained from Costa’s in-house IT systems 
and databases.
The drafting of the document is part of a wider process of annual reporting 
that is subjected to review, analysis and approval by various parties and 
organizations.  The figures and information contained have been processed 
by the Communication&Sustainability Department and approved by the 
functions concerned and by the company’s top management, thus completing 
the process of knowledge sharing during the drafting of the Report.  The final 
document has been approved by Costa Crociere S.p.A.’s legal representatives.
The Sustainability Report has been externally audited by the independent 
auditors PricewaterhouseCoopers.

NOTE CONCERNING 
THE METHOD

mailto:sustainability@costa.it
http://www.costacruise.com/sustainability


ASSURANCE 
STATEMENT

PricewaterhouseCoopers Advisory SpA 

Sede legale: Milano 20149 Via Monte Rosa 91 Tel. 02667201 Fax 0266720501  Cap. Soc. Euro 3.700.000,00 i.v. - C.F. e P.IVA e Iscrizione al Reg. 
Imp.Milano n° 03230150967 – Altri Uffici: Bari 70122 Via Abate Gimma 72  Tel. 0805640311 Fax 0805640349 - Bologna 40126 Via Angelo 
Finelli 8  Tel. 0516186211 - Firenze 50121 Viale Gramsci 15  Tel. 0552482811 Fax 0552482899 - Genova 16121 Piazza Piccapietra 9 Tel. 
01029041 - Napoli 80121 Via dei Mille 16  Tel. 08136181 - Padova 35138 Via Vicenza 4  Tel. 049873431 Fax 0498734399 - Palermo 90141 Via 
Marchese Ugo 60  Tel. 0916256313 Fax 0917829221 - Roma 00154 Largo Fochetti 28  Tel. 06570831 Fax 06570832536 - Torino 10122 Corso 
Palestro 10  Tel. 0115773211 Fax 0115773299- Treviso 31100 Viale Felissent 90  Tel. 0422315711 Fax 0422315798 –Trieste 34125 Via Cesare 
Battisti 18  Tel. 0403480781 Fax 040364737 – Verona 37135 Via Francia 21/C  Tel. 0458263001 

Società soggetta all’attività di direzione e coordinamento della PricewaterhouseCoopers Italia Srl  
www.pwc.com/it 

INDEPENDENT REPORT ON THE LIMITED ASSURANCE ENGAGEMENT OF THE 
“SUSTAINABILITY REPORT:  RESULTS FOR 2014 AND OUTLOOK FOR THE FUTURE”

To the Board of Directors of 
Costa Crociere SpA 

We have carried out a limited assurance engagement on the “Sustainability Report: Results for 2014 
and Outlook for the Future” (hereinafter also the “Report”) of Costa Crociere SpA (hereinafter also 
“Costa Crociere” or the “Company”) for the year ended 30 November 2014. 

Responsibility of the Directors for the Report 

The Directors are responsible for preparing the Report in compliance with the G4 Sustainability 
Reporting Guidelines defined in 2013 by the GRI - Global Reporting Initiative (the “G4 Sustainability 
Reporting Guidelines”), as indicated in the paragraph “Note concerning the method” of the Report, 
and for that part of internal control that they consider necessary to prepare a Sustainability Report 
that is free from material misstatement, whether due to fraud or unintentional behaviours or events. 
The Directors are also responsible for defining the sustainability performance targets of Costa 
Crociere, for reporting the sustainability results, as well as for identifying the stakeholders and the 
significant aspects to be reported.  

Auditor’s responsibility 

We are responsible for the preparation of this report on the basis of the work performed. We 
conducted our engagement in accordance with “International Standard on Assurance Engagements 
3000 – Assurance Engagements other than Audits or Reviews of Historical Financial Information” 
(“ISAE 3000”), issued by the International Auditing and Assurance Standards Board for limited 
assurance engagements. The standard requires that we comply with applicable ethical requirements, 
including professional independence, and that we plan and perform our work to obtain limited 
assurance that the Report is free from material misstatement. The procedures consisted in interviews, 
primarily of company personnel responsible for the preparation of the information presented in the 
Report, analysis of documents, recalculations and other verification procedures. 

The procedures we performed on the Report consisted in verifying its compliance with the principles 
for defining the content and the quality of a sustainability report set out in the “G4 Sustainability 
Reporting Guidelines”, and are summarised as follows: 

 comparing the financial information reported in chapter “Transparency and creation of economic 
value” of the Report with the information included in Costa Crociere’s financial statements as of 30 

http://www.pwc.com/it
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November 2014 on which we issued our audit opinion, in accordance with article 14 of legislative 
decree n° 39 of 27 January 2010, on 12 March 2015; 

 analysing, through inquiries, the governance system and the process for managing the 
sustainability  issues relating to Company’s strategy and operations; 

 analysing the process aimed at defining the significant reporting areas to be disclosed in the 
Report, with regard to the methods for their identification, in terms of priority for the various 
stakeholders, as well as the internal validation of the process findings; 

 analysing the processes underlying the generation, recording and management of quantitative data 
included in the Report. In detail, we carried out: 

‐ meetings and interviews with management of Costa Crociere to achieve a general 
understanding of the information, accounting and reporting systems in use to prepare the 
Report, as well as of the internal control processes and procedures supporting the collection, 
aggregation, processing and submission of the information to the function responsible for the 
Report preparation; 

‐ a sample-based analysis of the documents supporting the preparation of the Report, in order 
to obtain evidence of the reliability of processes in place and of the internal control system 
underlying the treatment of the information relating to the objectives disclosed in the Report; 

‐ verification onboard the ship Costa Fascinosa, in order to obtain evidence of the reliability of 
shipboard processes in place, and of the internal control system underlying the treatment of 
the information, as well as, on a sample basis, to cross-check data relating to the said 
shipboard processes against supporting documents; 

 analysing the internal consistency of the qualitative information described in the Report and its 
compliance with the guidelines identified in the preceding paragraph “Responsibility of the 
Directors for the Report”; 

 analysing the engagement of stakeholders and its results through the existing documentation 
concerning the significant matters arisen during Company’s dialogue initiatives; 

 obtaining a representation letter, signed by the legal representative of Costa Crociere, on the 
compliance of the Report with the guidelines identified in the paragraph “Responsibility of the 
Directors for the Report”, as well as the reliability and completeness of the disclosed information. 

Data and information subject to our limited assurance procedures are included, as required by the “G4
Sustainability Reporting Guidelines”, in the “GRI Content Index” of the Report. 

Our limited assurance work was less in scope than a reasonable assurance engagement performed in 
accordance with ISAE 3000 (“reasonable assurance engagement”) and, consequently, it does not 
provide us with a sufficient level of assurance necessary to became aware of all significant facts and 
circumstances that might be identified in a reasonable assurance engagement. 



ASSURANCE 
STATEMENT

3 of 3 

Conclusion

Based on the work performed, nothing has come to our attention that causes us to believe that the 
“Sustainability Report: Results for 2014 and Outlook for the Future” of Costa Crociere SpA as of 30 
November 2014 has not been prepared, in all material respects, in compliance with the “G4
Sustainability Reporting Guidelines” defined in 2013 by the GRI - Global Reporting Initiative as 
disclosed in the paragraph “Note concerning the method” of the Report. 

Turin, 4 September 2015

PricewaterhouseCoopers Advisory SpA 

Signed by 

Paolo Bersani 
(Partner) 

This report has been translated from the original, which was issued in Italian, solely for the 
convenience of international readers. 
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CONTENT 
INDEX 
GRI-G4

The following table is designed to help the reader find the location in the Report of the GRI-G4 indicators.
For each indicator the table provides a reference to the pages of the 2014 Sustainability Report or to other publicly available sources.

CONTENT INDEX GRI-G4

GENERAL STANDARD DISCLOSURES

Strategy and analysis

G4-1 Statement from the President SR 7

G4-2 Description of key impacts, risks and opportunities SR 16, 27

Organization profile

G4-3 Name of the organization SR 12, 13

G4-4 Primary brands, products, and/or services SR 12, 13

G4-5 Location of organization’s headquarters SR 12

G4-6 Countries of operation SR 13

G4-7 Nature of ownership and legal form SR 12, 13

G4-8 Markets served SR 12, 13

G4-9 Scale of the reporting organization SR 12, 13

G4-10 Report the total number of employees by employment contract,
gender and by region 

SR 62, 63 The nature of the 
business does not allow 
the reliable and complete 
quantification of all the 
aspects indicated by 
the index, which has 
therefore been reported 
on the basis of the best 
information available

G4-11 Report the percentage of total employees covered by collective
bargaining agreements

SR 75

G4-12 Describe the organization’s supply chain SR 88, 91

G4-13 Report any significant changes during the reporting period 
regarding the organization’s size, structure, ownership, or its 
supply chain

SR 17

GRI-G4 INDICATORS PUBLICATION REFERENCES 
(TO PAGES)

LEVEL OF
REPORTING

OMISSION
(REASON WHY)

KEY LEGEND: TOTAL PARTIAL NOT REPORTED NOT APPLICABLE
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Commitments to external initiatives

G4-14 Rules for the application of the precautionary approach or principle SR 17

G4-15 Adoption of external codes and standards in the economic, social
and environmental fields

SR 22, 23

G4-16 Memberships in associations (such as industry associations) SR 24

Report profile

G4-17 Report profile SR 106

G4-18 Explain the process for defining the report content and the 
Aspect Boundaries

SR 106

G4-19 List all the material Aspects identified in the process for defining 
report content 

SR 20, 106

G4-20 For each material Aspect, report the Aspect Boundary within the
organization

SR 20, 106

G4-21 For each material Aspect, report the Aspect Boundary outside
the organization

SR 20, 106

G4-22 Report the effect of any restatements of information provided in
previous reports, and the reasons for such restatements

SR 106, 107

G4-23 Report significant changes from previous reporting periods in the 
Scope and Aspect Boundaries

SR 106, 107

Stakeholder engagement

G4-24 Provide a list of stakeholder groups engaged by the organization SR 19

G4-25 Basis for identification and selection of stakeholders with whom to 
engage

SR 19

G4-26 Activities for stakeholder involvement SR 19, 20, 57, 58, 71, 72

G4-27 Key topics and concerns that have been raised through stakeholder
engagement, and how the organization has responded to those 
key topics

SR 19, 20

GRI-G4 INDICATORS PUBLICATION REFERENCES 
(TO PAGES)

LEVEL OF
REPORTING

OMISSION
(REASON WHY)



Report Parameters

G4-28 Reporting period for information provided SR 106, 107

G4-29 Date of most recent previous report SR 106, 107

G4-30 Reporting cycle SR 106, 107

G4-31 Contact point for questions regarding the report or its contents SR 106, 107

GRI Content Index

G4-32 GRI Content Index SR 112

G4-33 External Assurance Report SR 108

GOVERNANCE, COMMITMENTS AND ENGAGEMENT

Governance

G4-34 Report the governance structure of the organization, including 
committees of the highest governance body

SR -

G4-35 Report the process for delegating authority for economic, 
environmental and social topics from the highest governance body 
to senior executives and other employees

SR 18, 19

G4-36 Report whether the organization has appointed an 
executive-level position or positions with responsibility for 
economic, environmental and social topics

SR 18, 19

G4-41 Processes designed to prevent conflicts of interest SR 21, 23

Ethics and integrity

G4-56 Describe the organization’s values, principles, standards and norms
of behavior such as codes of conduct and codes of ethics

SR 21, 23

G4-57 Internal and external mechanisms for seeking advice on ethical and
lawful behavior, and matters related to organizational integrity

SR 21, 23

G4-58 Internal and external mechanisms for reporting concerns about 
unethical or unlawful behavior, and matters related to organizational 
integrity

SR 21, 23

DMA SR 19

 SPECIFIC STANDARD DISCLOSURES

ECONOMIC

Economic Performance

G4-EC1 Direct economic value generated and distributed SR 17, 18

G4-EC2 Financial implications and other risks and opportunities for
the organization’s activities due to climate change

SR -

G4-EC3 Coverage of the organization’s defined benefit plan obligations SR 73, 74

GRI-G4 INDICATORS PUBLICATION REFERENCES 
(TO PAGES)

LEVEL OF
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OMISSION
(REASON WHY)
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G4-EC4 Financial assistance received from the Public Administration SR -

Market presence

G4-EC5 Range of ratios of standard entry level wage by gender compared
to local minimum wage at significant locations of operation

SR - Given the diverse 
origins of the workforce, 
the type of contract 
applied by country 
of origin is not 
applicable

G4-EC6 Proportion of senior management hired from the local community 
at significant locations of operation

SR -

Indirect economic impacts

G4-EC7 Development and impact of infrastructure investments and 
services supported

SR 16, 56

G4-EC8 Significant indirect economic impacts, including the extent 
of impacts

SR 17 The indirect economic 
impacts cannot all 
be quantified using 
measurable criteria

G4-EC9 Proportion of spending on local suppliers at significant
locations of operation

SR 89, 91

ENVIRONMENTAL

EN 1 Materials used by weight or volume SR - The nature of our 
business does not allow 
quantification by weight 
or value of some raw 
materials used

EN 2 Percentage of materials used that are recycled input materials SR 43 Carried out where 
applicable

Energy

EN 3 Energy consumption within the organization by primary energy 
source

SR 38

EN 4 Energy consumption outside the organization by primary energy 
source

SR -

EN 5 Energy intensity SR 38

EN 6 Reduction of energy consumption SR 36

GRI-G4 INDICATORS PUBLICATION REFERENCES 
(TO PAGES)

LEVEL OF
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EN 7 Reductions in energy requirements of products and 
services

SR -

Water

EN 8 Total water withdrawal by source SR 40, 41

EN 9 Water sources significantly affected by withdrawal of water SR 40, 42

EN 10 Percentage and total volume of water recycled and reused SR 40, 42

Biodiversity

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

SR -

EN 12 Description of significant impacts of activities, products, and 
services on biodiversity

SR 45

EN 13 Habitats protected or restored SR 46, 48

EN 14 Number of IUCN Red List species and national conservation list SR -

Emissions, effluents and waste

EN 15 Direct greenhouse gas (GHG) emissions (Scope 1) SR 35

EN 16 Energy indirect greenhouse gas (GHG) emissions (Scope 2) SR -

EN 17 Other indirect greenhouse gas (GHG) emissions (Scope 3) SR 36

EN 18 Greenhouse gas (GHG) emissions intensity SR 35

EN 19 Reduction of greenhouse gas (GHG) emissions SR 37

EN 20 Emissions of ozone-depleting substances (ODS) SR 33

EN 21 NOx, SOx, and other significant air emissions SR 35

EN 22 Total water discharge by quality and destination SR 42

EN 23 Total weight of waste by type and disposal method SR 44

EN 24 Total number and volume of significant spills SR 42

EN 25 Hazardous waste according to the Basel Convention SR 44

EN 26 Biodiversity and related habitats significantly affected by the 
organization’s discharges of water and runoff

SR 45, 48

GRI-G4 INDICATORS PUBLICATION REFERENCES 
(TO PAGES)

LEVEL OF
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CONTENT 
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Products and services

EN 27 Extent of impact mitigation of environmental impacts of products 
and services 

SR 30, 31, 48, 49

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

SR -

Compliance

EN 29 Monetary value of significant fines and total number of 
non-monetary sanctions for non-compliance with environmental 
laws and regulations

SR 42

Transport

EN 30 Significant environmental impacts of transport SR -

Overall

EN 31 Total environmental protection expenditures and investments by type SR - Confidentiality

Supplier Environmental Assessment

EN 32 Percentage of new suppliers that were screened using
environmental criteria 

SR 19

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

SR 19

Environmental Grievance Mechanisms

 EN 34 Number of grievances about environmental impacts filed SR 42

SOCIAL

Employment

LA1 Total number and rates of new employee hires and employee 
turnover by age group, gender, and region

SR 62, 63 The nature of the 
business does not allow 
the reliable and complete 
quantification of all the 
aspects indicated by 
the index, which has 
therefore been reported 
on the basis of the best 
information available
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LA 2 Benefits provided to full-time employees that are not provided to 
temporary or part-time employees, by major operations

SR - There are no specific 
differences from a 
contractual point of 
view. Any benefits are 
granted proportionally 
to contractual working 
hours

LA 3 Return to work and retention rates after parental leave, by gender SR 65 The nature of the 
business does not allow 
the reliable and complete 
quantification of all the 
aspects indicated by 
the index, which has 
therefore been reported 
on the basis of the best 
information available

LA 4 Minimum notice period(s) regarding significant operational changes SR - Confidentiality

LA 5 Percentage of total workforce represented in formal joint
management-worker health and safety committees

SR 73 Descriptive reporting

LA 6 Type of injury and rates of injury, occupational diseases, lost days,
and absenteeism, and total number of work-related fatalities, by 
region and by gender

SR 74

LA 7 Workers with high incidence or high risk of diseases related to 
their occupation

SR -

LA 8 Health and safety topics covered in formal agreements with trade 
unions

SR 73

Training and education

LA 9 Average hours of training per year per employee by employee 
category

SR 69

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

SR 66

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

SR 67

GRI-G4 INDICATORS PUBLICATION REFERENCES 
(TO PAGES)

LEVEL OF
REPORTING

OMISSION
(REASON WHY)

CONTENT 
INDEX 
GRI-G4
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Diversity and equal opportunity

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

SR 63 The nature of the 
business does not allow 
the reliable and complete 
quantification of all the 
aspects indicated by 
the index, which has 
therefore been reported 
on the basis of the best 
information available

Equal Remuneration for Women and Men

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

SR - Confidentiality

Supplier Assessment for Labor Practices

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

SR 19

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

SR 19

Grievances about labor practices

LA 16 Number of grievances about labor practices filed, addressed, and 
resolved through formal grievance

SR 22, 23

SOCIAL: HUMAN RIGHTS

Investment and procurement practices

HR 1 Percentage and total number of significant investment agreements 
that include human rights clauses or that have undergone human 
rights screening

SR 22, 23

HR 2 Total hours of employee training on policies and procedures 
concerning aspects of human rights

SR 23

Non-discrimination

HR 3 Total number of incidents of discrimination and actions taken SR 23

Freedom of association and collective bargaining

HR 4 Operations identified in which the right to exercise freedom of 
association and collective bargaining may be at significant risk, and 
actions taken to support these rights

SR 73, 75
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Child labor

HR 5 Operations and suppliers identified as having significant risk for 
incidents of child labor and measures taken

SR 22, 23

HR 6 Operations identified as having significant risk for incidents of 
child labor, and measures taken to contribute to the elimination 
of child labor

SR 22, 23

Security practices

HR 7 Security personnel trained in the organization’s policies or 
procedures concerning aspects of human rights

SR 23, 73

Indigenous rights

HR 8 Total number of incidents of violations involving rights of 
indigenous people and actions taken

SR -

Human Rights Assessment

HR 9 Total number and percentage of operations that have been subject 
to human rights reviews or impact

www.ilo.org - This activity is governed 
by the ILO, whose 
conventions the company 
abides by

Supplier Human Rights Assessment

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

SR 19

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

SR 19

Human Rights Grievance Mechanisms

HR 12 Number of grievances about human rights SR 22, 23

SOCIETY

Local communities

SO 1 Percentage of operations with implemented local community
engagement, impact assessments, and development programs

SR 54, 56

SO 2 Operations with significant actual or potential negative impacts on 
local communities

SR 48, 54, 56

Anti-Corruption

SO 3 Monitoring the risk of corruption SR 23

SO 4 Communication and training on anti-corruption policies and 
procedures

SR 23

SO 5 Confirmed incidents of corruption and actions taken SR -

Public policy

SO 6 Total value of political contributions by country and recipient/
beneficiary

SR -
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Anti-competitive behavior

SO 7 Total number of legal actions for anti-competitive behavior, 
anti-trust, and monopoly practices and their outcomes

SR -

Compliance 

SO 8 Monetary value of significant fines and total number of non-
monetary sanctions for non-compliance with laws and regulations

SR 42 Not present

Supplier Assessment for Impacts on Society

SO 9 Percentage of new suppliers that were screened using criteria for 
impacts on society 

SR 19

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

SR 19

Grievance Mechanisms for Impacts on Society

SO 11 Number of grievances about impacts on society filed, addressed, 
and resolved through formal grievance mechanism

SR -

CUSTOMER HEALTH AND SAFETY

Health and safety of consumer

PR 1 Percentage of significant product and service categories for which 
health and safety impacts are assessed for improvement

SR 25, 85

PR 2 Total number of incidents of non-compliance with regulations and 
voluntary codes concerning health and safety impacts of products 
and services during their life cycle, by type of outcomes

SR -

Product and service labeling

PR 3 Information on products and services SR -

PR 4 Total number of incidents of non-compliance with regulations and 
voluntary codes concerning product and service information and 
labeling, by type of outcomes

SR -

PR 5 Results of surveys measuring customer satisfaction SR 85

Marketing Communication

PR 6 Sale of banned or disputed products SR -

PR 7 Total number of incidents of non-compliance with regulations and 
voluntary codes concerning marketing communications, including 
advertising, promotion, and sponsorship by type of outcomes

SR -

Customer privacy

PR 8 Complaints regarding breaches of customer privacy and losses of 
customer data

SR -

Conformità 

PR 9 Monetary value of significant fines for non-compliance with laws 
and regulations concerning the provision and use of products and 
services

SR -
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