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About the Business Report 
 
This is KGH Customs Services' Business Report and no external audit has been carried out. However, we intend in the long 
term to review the report. The content of the report is based on KGH's most important issues given the business and how this 
affects the environment. The Business Report covers the entire KGH business; KGH Customs Services and all subsidiaries for 
the period 1 January to 31 December 2019. 
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Strengthening our position in 
times of uncertainty 
 
The world economy is in a precarious state. Political 
risks around the world are high, global GDP growth is 
soft, world trade contracted in 2019, and various 
areas of concern remain going into 2020. Having said 
that, we observed a few positive indications late last 
year and the outlook turned cautiously into a more 
positive direction in the first months of 2020. Now, 
when writing this note in mid-March, the world is 
facing a global pandemic and an emerging financial 
crisis. KGH is facing this challenge from a position of 
strength and we are taking all necessary measures to 
protect our employees, whilst continuing to support 
our customers with high-quality services and make 
KGH an even stronger company post the crisis. 
 
Well-performing and high-quality companies tend to 
outperform their peers in uncertain times, and 2019 
was another strong year for KGH. We delivered 
profitable growth in line with our targets. Revenues 
grew by 15% to reach 890 MSEK (from 772 MSEK in 
2018), and operating profits grew by 29%, achieving 
an EBIT margin of 14% (12% in 2018). Strategically 
and financially, we strengthened our position in all 
business areas and markets. Our focused industry 
and customer strategy paid off, where our prioritized 
industry segments grew by 27%. We managed to 
strengthen the collaboration with our most important 
key accounts, resulting in growth of above 30% for 
these customers. During the year, we also passed the 
milestone of delivering more than 2 million customs 
declarations in a 12 month period. 
 
The year has also been characterized by continued 
investments and progress in relation to strategic 
initiatives, where our focus has been to continue to 
constantly improving our service offering and the 
value delivered to our customers. Strategically, we are 
growing our geographical presence, extending our 
service offering and digitalizing our business model, 
which positions KGH well for the years to come.  
 
Specifically, we have continued to invest significantly 
in our team, service offering and digital solutions to be 
able to support our customers post BREXIT. After 
years of uncertainty following the referendum, UK 
decided to the leave the European Union in Jan 2020, 
and from 1 Jan 2021 there will be border formalities 
and customs declarations required for all trade 
between the UK and EU.  
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Hence, BREXIT will have a fundamental impact on 
our industry as well as most businesses involved in 
international trade. We are ready to support 
businesses that need to implement new processes 
and procedures, and see BREXIT as a major 
opportunity for KGH to strengthen its partnerships 
with customers. During 2019, we have been 
supporting the UK government and the private 
sector with our knowledge, expertise and 
resources, as we have developed and launched 
the UK Customs Academy together with HMRC 
and partners. We are also supporting selected 
traders and manufacturers with customs 
operations preparation and capacity build-up.  
 
We have also continued the development of 
CTDS, our Customs Trade Digital Solutions 
product suite. CTDS is a SaaS based and 
comprehensive suite of digital solutions for high-
quality and efficient customs processes, where 
products like CPM, Customs Process 
Management, and CPG, Customs Process 
Governance, have been launched in the market. 
CTDS and its products are now in operation 
internally within KGH as well as for external 
customers, and the results are exciting for all 
involved. The digital product portfolio was enlarged 
with the acquisition of Navitro Customs, which 
provides an advanced and proprietary data capture 
capability. The IDC, Intelligent Data Capture, 
solution is used to digitize analogue data with 
improved quality, and high efficiency and 
automation. Additionally, a solution for risk 
management has been developed and added to 
the CTDS suite, i.e. the Compliance Assessment 
product. The CA product facilitates a risk 
differentiated approach, for customs process 
operations, with the objective to increase quality 
and reduce compliance risks. 
 
In line with our strategy and fundamental to our 
continued success, we continue to invest in our 
employees and our WE@KGH program. Our 
commitment to continuous competency 
development for our employees is fundamental, 
and the expertise at employee level is the basis for 
our position as a competency and technology 
driven business.  We are introducing a corporate 
training program, leveraging corporate online 
training, like ECLAT, combined with regional/local 
programs and activities. The success is measured 
through employee engagement, and I am proud to 
report we have improved our engagement index 
every year since the survey was initiated. The 
company was also awarded the Career company 
award for the third year in a row.   

Our commitment to sustainable trade remains. 
During the year, we have focused our efforts on 
implementing initiatives in our sustainability 
program. We have increased focus on what we as 
individuals and as employees at KGH could do to 
support our overall goals, and I am excited about 
the engagement. In parallel, we focus on the 
digitalization of our customs operation processes 
and on how border crossings could be more 
efficient and reduce CO2 emissions. We take our 
mission – facilitating trade for sustainable growth – 
seriously. 
 
In summary, 2019 was a successful year for KGH 
despite external uncertainties. We continue to 
perform strongly in our mature business areas, 
whilst at the same time investing in our future 
business model. We firmly believe in our strategy, 
are confident about our position as a differentiated 
high-quality specialist market leader, as well as in 
our ability to make continued progress during 
difficult circumstances in 2020. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

Lars Börjesson 
President and CEO 
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Accelerated growth in all business 

KGH has been providing customs brokerage 
services since 1963. Today, we offer a 
comprehensive range of border-related 
services to customers across Europe, catering 
their customs needs 24 hours a day, seven 
days a week at our operational offices, which 
are strategically located in key ports and 
border crossings. 
 
The Operations business in Europe has 
experienced significant growth in the latter 
years, through acquisitions and organic 
initiatives.  

Global Consulting shows accelerated growth in 
the last years, and have gone through a 
transformation in terms of focus, with 
increased revenues from corporates compared 
to most historic revenues being generated from 
the government business in emerging markets. 
  
Digital revenues have yet to take off, reflecting 
the status and progress of the development 
project, but we have contracted an interesting 
customer base which will start to yield 
revenues in Q4 2019 and 2020, and have a 
strong short-term pipeline. 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Revenues in MSEK 

European leadership with global reach, 
presence in 12 countries and additionally  
29 partners. 
 

Balancing our business portfolio 

2011 

2019 

A&V services, organised within BA Operations 

■ Operations Nordic      ■ Operations Europe       

■ Global Consulting       ■ Digital    ■ A&V Services 
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Major achievements during 2019 
 

 

 
 
 
 
 
 

  2 Million 
Declarations! 
  Declarations! 

2 million declarations milestone 
For the first time, KGH surpassed 2 million declarations in one calendar year during 2019. We 
also increased organic growth and passed 25 multi-national key accounts.  
 

Strengthening of the service  
portfolio 
 
During 2019, KGH continued to power up the 
service portfolio with the introduction of a 
number of new services.  
 
Intelligent Data Capture service 
The acquisition of Navitro added Intelligent 
Data Capture (IDC) as a new solution within 
KGH’s CTDS suite of digital infrastructure and 
services. 
 
Customs Control Tower service 
The new full-stack service combines KGH’s 
state-of-the-art digital solution CTDS Customs 
Process Governance with our experienced 
managed services, providing customers with a 
single-point-of-contact service. 
 
CPM implementation 
Successful introduction of the CTDS Customs 
Process Management (CPM) software in the 
Nordic market; 6 customers in production, 
additionally 9 contracted and in the pipeline. 
 
AEO 
20-year anniversary of AEO, invented by KGH 
professionals. During 2019, KGH also 
launched the new AEO360, a digital service 
making AEO more efficient and AEO status 
more accessible. 
 
Brexit Services 
Brexit will have a major impact on the way we 
trade between European Union and United 
Kingdom. During 2019, KGH combined the 
best of our three Business Areas to launch 
and develop a number of new services, 
customized for the needs of UK importers and 
exporters.  

UK Customs  
Academy development 
 
During 2019, Her Majesty’s Revenue and 
Customs (HMRC) awarded KGH, alongside 
partners to design, develop, implement and 
operate the UK Customs Academy – the 
world’s first online customs academy. 

GeTS partnership 
 
Late 2019, KGH Customs Services  
and Global eTrade Services (GeTS) signed a 
partnership agreement to simplify cross-
continental customs processes for customers 
and forming a strong alliance that combines 
state-of-the-art digital capability from two 
different continents in a partnership with 
global reach. 
 

Major internal launches  
and improvements 
 
During the year, KGH has  
improved internally within several areas. 
  
Sustainability programme 
KGH’s new Sustainability programme was 
launched and implemented. 
 
Career Company 
KGH was awarded a Career Company in 
Sweden for the third consecutive year. 
 
Improved WE@KGH results 
Our annual employee survey showed 
increased employee engagement results. 
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Global reach, local know-how – This is KGH 
 
KGH is the largest independent trade and customs service provider in Europe. With Europe as our 
home market KGH deliver services to private customers and government clients all over the world. 
 
Our 39 European offices cover all major border crossings in Europe and our extensive partner network 
reach from Asia to South America, providing our clients with global reach opportunities. 
 
 

Business Concept 
 
In KGH we offer and deliver innovative Strategy 
and Compliance, Operations and Digital Services, 
ensuring optimised Trade and Customs 
Management. 
 
Trade Performance 
Predictable, speedy and effective customs 
processes give customers competitive 
advantages – reducing working capital, ensuring 
delivery certainty and enabling just-in-time 
business processes. 
 
Control and Risk Mitigation 
Being involved in international trade means 
dealing with risks on a daily basis – compliance 
risks as well as risks with direct economic impact. 
These risks must be controlled and mitigated 
through a thorough and a structured approach. 
 
Duty Optimization 
The several hundred free trade agreements for  
goods in force have to be utilized in an optimized  
way. And for goods without FTAs, customs duties  
must be calculated and paid correctly according  
to the relevant legislation. 
 
Operational Efficiency 
Operational customs issues haven´t been top of 
the agenda for most companies. This can result in 
lower quality, higher risks and costs.  Today, 
coordination, centralization, harmonization and, 
ultimately, automation of the processes are the 
way forward. 
 
 
 
Key figures: 

 

12  
Countries 

 
 
 

 

770 
Dedicated 
employees 

 

27 000 
Active  

customers  

 

89M € 
Revenue  

2019 

  

 
 
 
 
 
 
 
 
Vision 
Where we want to be 
 

KGH is the leading provider of Trade 
and Customs Management in Europe 
with global reach. 
 

  

Mission 
Why we exist 
 

Facilitating trade for sustainable growth.  
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Our Services 
 

    

  

Declarations and operations services 

Improve operational efficiency and manage 

risks 

Predictability and speed are top priorities 
for our customers, and therefore something 
we value highly. We take care of their 
customs declarations to ensure efficient 
border crossings. We declare millions of 
different products every year and perform 
more than 2 million customs declarations 
yearly. We offer a wide range of services 
that facilitate customs declarations handling 
to ensure efficient border crossings 24/7, 
with our solid team of professional customs 
declarants. 
 

 

  

Consulting services 

Strategy and compliance services that 

improve trade performance 

KGH can offer a broad range of consulting 
services. Our experienced consultants can 
support in strategic customs issues as well 
as answering day to day compliance 
questions. By working with both 
governments and traders we build a broad 
understanding of our customers’ needs and 
demands. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

Digital Services 

Software solutions for optimized trade and 

customs management 

Our CTDS suite (Customs Trade Digital 
Solution) is a powerful software tool for 
trade and customs management which will 
boost our customers supply chain 
performance. It is designed to help 
companies respond to changing standards 
and new challenges as the international 
marketplace transforms rendering cross-
border trade increasingly complex and hard 
to master. 
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KGH in the centre of Brexit  
 
During 2019, KGH has become a leading Brexit 
expert advisory company helping both 
government and private sector clients to prepare 
for Brexit. The installation of a Customs border 
and border formalities between EU and UK will 
create demands for new procedures and 
formalities in line with international standards, 
including customs declarations and supporting 
documents on goods movements. 
 
KGH has during the year participated in various 
official Brexit advisory functions and groups. Lars 
Karlsson, MD of KGH Global Consulting, was 
invited to give expert advice to several 
Parliament House of Commons Committees on 
Customs and Border issues. 
 
Three of KGH’s experts, Lars Karlsson together 
with KGHs regional UK Director, Des Hiscock 
and KGH Global Consulting ICT manager, 
Christer Andersson, were also invited and 
participated in the parliamentary Alternative 
Arrangements Commissions Technical Panel. 
Des Hiscock also gave advice to Government in 
his role as chair of ACITA. 
 
During the year, our experienced experts have 
supported a large number of companies with both 
consulting and operational services in their Brexit 

preparations. KGH has also, together with 
partners, won and delivered several UK 
Government tenders in global competition for 
Brexit related projects.  
 
Most significantly, the design, development and 
implementation of the UK Customs Academy, a 
digital online training platform offering Customs 
training and provides a professional pathway with 
its accredited courses from Level 2 to Level 7 
giving academic merits and degrees. KGH 
worked alongside partners the Institute of Export 
and International Trade (IOE&IT) and the Centre 
for Customs and Excise Studies (CCES) on the 
project. 
 
The UK Customs Academy went operational in 
December 2019 and it is the first digital Customs 
Academy in the world. Since 2019, several 
hundreds of students from industry graduated 
from the academy. 
 
As a leading European Customs Expert company 
with global reach, KGH will be in the center of 
Brexit and following negotiations/preparations for 
future relations during of 2020 and for the years 
to come, offering our services to trade and 
industry as well as governments. 

 
 
 
 
 

 
 
 

https://kghcustoms.com/en/our-services/kgh-brexit-service-hub/
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UK Customs Academy - 

The UK Customs Academy is the world’s first online customs academy 

 
Challenge 
The outcome of Brexit has created an urgent 
need for customs competence in the UK. The 
number of customs declarations processed 
annually will increase from 50 million to more 
than 200 million. As a consequence, the industry 
estimates that the UK will need more than 50,000 
new customs professionals. 
 

Solution 
The UK government decided to meet the new 
demand for customs competence by capacity 
building. As a result, Her Majesty’s Revenue and 
Customs (HMRC) awarded KGH, alongside 
partners to design, develop, implement and 
operate the UK Customs Academy – the world’s 
first online customs academy. 
 

 

 
Result 
With the UK Customs Academy up and running since late 2019 and with a steady increasingly flow of 
new students registered within the Academy, the UK gets more prepared to handle the post-Brexit 
reality. 
 

         I enjoyed studying with the Customs Academy – I found the website easy to  
         work with and the coursework easy to follow. 
 
         Lisa Meikle, student 
 

 

 

″ 
 



 
 
 

 
 Business  Report  2019                                                                                                                                                Page 11 of 30 

 

 

Seafood Products;15%

Food & Perishables; 
15%

Automotive; 5%

Electronics; 10%

Retail; 10%

Chemicals; 12%

Pharmaceuticals; 1%

Other categories; 4%

Natural resources 
and recycling; 14%

Construction; 6%

Industrial Equipment; 7%

Strategic growth segments 
 
KGH has chosen a number of strategic growth industry segments, based both on the current size of 
the business turnover and future potential. We have a clear view of where we would like to grow and 
have considered factors such as the size and complexity of the industry as well as our ability to 
compete with capability and geographical reach. A strong focus on the strategic growth segments will 
support future growth and increase customer value. 
 
In addition to the seven trader strategic growth segments, KGH also focus on customs process 
outsourcing towards the logistics service provider industry as the eight strategic growth segment. 
As of 2019, 70 percent of our company turnover came from the strategic growth industry segments.  
 

 
 

 
 
 

  
 

 
 
 
   
 
  
 

 
 
 
 
 
 
 
 
 

         

 
SEAFOOD PRODUCTS 
An industry stronghold, with a dominant position 
and unique understanding of industry 
requirements. Decades of experience with a 
customer portfolio of all leading farmers and 
distributors. Trade performance is key in the 
value proposition. We expect the industry to 
continue to grow attractively. 
 
 
 

 
RETAIL 
Retail is a fast moving industry with high duties 
and hence need for duty optimisation. Often 
comprehensive product ranges, with a need for 
automated and integrated solutions. 
eCommerce, as part of the industry, is 
accelerating requiring new customs solutions, 
e.g. in the return goods area. Demand for 
customs warehouse solutions. 
 
  

Revenue split among Trader segments Revenue split among Traders  
and Logistic Providers 

Logistic providers (30%) Traders (70%) Strategic segments (69%) Other (31%) 
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PHARMACEUTICALS 
An emerging industry segment with attractive 
growth and profitability opportunity for all our 
business segments. The industry is highly 
regulated, and demands for customs traceability 
on article level. The goods are high value goods 
and trade performance is obviously instrumental. 
Our emerging relationship with a leading OEM, 
will support further growth. 

 

AUTOMOTIVE 
Given our geographical heritage, we have a 
local and long lasting relationship to the industry. 
We are working closely with a number of OEM’s 
and gradually supporting them more and more 
internationally. Given the size of the industry, 
and despite lower growth rate, we expect to 
continue to grow our business in the segment 
and support the industry’s transformational 
change in trade and customs. 

 

  

ELECTRONICS 
A high tech industry with high degree of 
innovation, complexity and high value goods 
with high content of software embedded. The 
industry is characterised by complex and 
comprehensive classification, global supply 
chains and advanced customs procedures. We 
are serving a number of selected leading OEM’s 
with internationals solutions leveraging also our 
global partner network. 
 

 

CHEMICALS 
Chemicals has been a targeted segment for a 
long period. In this industry, we developed our 
first customs control tower solutions. The 
industry has specific requirements, i.e. excise 
duties, specific regulations, and short and 
predictable lead times. The industry 
requirements fit our value proposition, and in 
particular our digital solutions. Hence, the 
Chemicals industry continues to be a source of 
growth.   

 

 

FOOD & PERISHABLES 
Sensitive products by definition, where speed 
and predictability matters. It is a highly regulated 
industry with specific health and safety 
requirements, requiring specialised skills. 
Efficient border crossings with combined 
export/import handling is differentiating. Our 
position in the Netherlands, the European 
industry distribution centre, is strong. 
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Hilverda De Boer – Road to Norway

 

Customer case 

Dutch floricultural exporters break records year 

after year. The VGB (Trade Association for the 

Wholesale of Flowers and Plants) states that in 

2019, 6.2 billion flowers, plants, flower bulbs and 

tree nursery products left the country. Floriculture 

is the third most important export product for the 

Netherlands after machinery and metal, and 

metal products. 

Further growth is possible through wholesalers 

such as Hilverda De Boer. Growth through 

scaling-up and consolidation. Hilverda De Boer 

has been represented in Dutch flower wholesale 

for over 100 years. "Development beyond the 

back of the beer mat, says CFO Erik Pesch. 

Hilverda De Boer innovates and focuses on the 

development of data management and as a 

service provider through online methods with a 

range of online shops. 

Rabobank states that 80% of total cut flower 

production by Dutch companies goes abroad. 

Although the share of Dutch cut flower production 

worldwide is shrinking, in June 2019 it still 

represented 43% of total global production. 

 

Challenge 

In 2017, there is a gap in the market in the 

floriculture sector in Norway. A major player and 

counterpart ceases its activities. At Hilverda De 

Boer it is decided to exploit momentum. A 

number of companies are established in Norway 

in a short period of time. They realise that correct 

and complete export and import documentation 

cannot be realized internally in time. Specialist 

customs management is needed; a service 

provider with specific knowledge and experience 

with local legislation, and specific customs 

declarations for loose cut foliage and bouquets. 

“We started looking for quality very quickly. And 

the quality must be in doing what you say and 

understanding what we are doing. That’s where 

KGH came to the table,” said Erik Pesch, CFO of 

Hilverda De Boer. 
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KGH solution 

Major reasons for Hilverda De Boer’s choice for 

KGH are the physical presence in Norway and 

KGH's broad experience in the ‘perishables’ 

sector, i.e. perishable goods. In addition, there is 

knowledge of the local market, customs 

legislation and procedures in the Nordics, and the 

lines of communication are short.  

Within the KGH organisation, there is a single 

point of contact for the customer within the 

dedicated "Perishables" team, under the name 

Special Field. This team consists of declarants 

with specific professional knowledge of 

international trade linked to perishable goods, 

such as flowers, plants, vegetables, fruit and so 

on. 

An efficient, cost-effective, semi-automated 

working method has been set up whereby 

Hilverda De Boer in particular shares original 

invoices, packing lists and data files with KGH.  

 

 

KGH uses its own software for converting various 

data files into the required formats for preparing, 

processing and sending customs declarations. 

The data is used for both the export declaration 

in the Netherlands as well as the import 

declaration in Norway. In this setup, electronic 

data is shared internally with the KGH team in 

Norway, for use in the import declaration. KGH 

uses local customs expertise to enrich the data 

and to identify and solve potential problems. In 

this case, for example, the team in Norway uses 

local, seasonal HS codes to supplement the 

electronic data for the import declaration. 

Another key advantage for the customer is the 

single point of contact. Erik Pesch says, “What I 

like here is that we have one line of 

communication. If I want, we can always call (ed. 

The Special Field team in the Netherlands). They 

tell us, communicate with us, we can 

communicate with our colleagues around the 

world. Which is great.” 

 

 

Result 

Erik Pesch is CFO in a market where purchase and selling prices no longer make the difference. 

Loyalty and commitment grow when a difference is made through involvement and attention. It is far 

more about quality and delivering what you have promised, according to Pesch. 

“From the second half of 2017, first meeting with (KGH), until now, I can say that it has brought 

peace of mind, and that you do what you say. Of course, things don’t always go perfectly, but what I 

like is that (our contact person) knows what he is talking about. You get to it right away. What I 

mean, everything runs smoothly. So what did it bring us: that we can serve that market well. 

Because with all due respect, without KGH, it would be a lot harder to export to Norway.” 

 

         I want all suppliers to operate at ‘Champions League’ level.  

         In my view, KGH is a good player. 

 

 

 

                              

 

″ 
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Facilitating trade for  

Sustainable growth  
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Sustainability Programme 
-Creating sustainable trade 
 
 
KGH plays an important role in international trade  
and we are determined to continue contributing to 
sustainable growth – for our stakeholders, for 
ourselves and for the society we are a part of. 
Our sustainability programme expresses our 
focus areas, the goals we want to contribute to, 
and the steps taken in achieving these results. 

 
 
Trade is vital to sustainable growth 
Economic growth based on increased 
international trade is a prerequisite for many 
of the UN’s 17 Sustainable Development 
Goals. Facilitating trade is also KGH´s 
mission. It lies in our legacy for 50 years and is 
our driving force forward. The solutions we 
provide help our customers prosper in a 
responsible  
and sustainable way by aiding them in accessing 
new markets and improving their performance in 
existing ones. As we grow, so does our ability to  
improve our services, to enable us to work together   
for sustainable growth. 
 
 
A self-strengthening circle 
We@KGH believe everyone bears a 
responsibility to contribute towards a sustainable 
future. KGH has a history of having a prominent 
role in the world of international trade, and we 
know from experience how ideas, engagement 
and action have a domino effect. That is why all 
action starts with the individual. Engagement also 
creates a circle where societal change triggers 
individual engagement, which is why we see 
sustainability as a self-strengthening circle 
moving toward the future. 
  
Contributing to the UN goals through six 
focus areas 
KGH pursues the sustainability work through six 
focus areas to reach set goals. They are divided 
into external and internal efforts. 
 

Complying and supporting external initiatives 
KGH Customs Services is a signatory to the 
United Nations Global Compact, and it supports 
the Ten Principles in the areas of Human Rights, 
Labour, Environment and Anti-Corruption. We 
promote equal opportunities for all employees to 
ensure decent and productive work under 
conditions of freedom. 
 
Environmental, Social, and Governance refers to 
the three central factors in measuring the 
sustainability and societal impact of an 
investment in a company or business. These 
criteria help to better determine the future 
financial performance of companies. We have 
implemented ESG in our business by setting out 
some top initiatives and Key Performance 
Indicators to measure and report on quarterly 
basis. 

 

 
We focus on the following five UN Goals 
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Our contribution to the UN Goals 
 

 

 
 
 
 
 
 
 
 
 
 

Reducing CO2 at borders  

By providing support with digitalisation, 
optimisation and risk management, KGH helps 
customers to reduce CO2 emissions at borders, 
both in emerging economies and developed 
countries. One example is the Saudi AEO 
programme and another is the Smart Border 
implementation on the Swedish-Norwegian 
border. 

″Our work contributes to less paper waste,  
less waiting time at borders by polluting  
trucks, and less burden on the environment.″ 
 
Patrick Heinesson,  
Executive Director Global Consulting 

Promote gender equality and diversity  

We at KGH strive to take full advantage of all 
the knowledge and experience we have in the 
organisation. Our diversity and equality work 
supports the human rights and are 
communicated  
to all employees. 
 

″We believe that a sustainable workplace 
appreciates all kinds of diversity and that all our 
employees shall feel they can be their true self 
at work.″  
 
Kristina Korsgren, 
Chief Human Resources Officer 

Working together with partners for 
sustainable trade 

KGH works closely with partners, such as our 
customers and the companies in our global 
Partner Network, to facilitate trade for 
sustainable growth. 
 

“Collaborations between government and the 
private sector, were AEO programmes and 
Smart Border implementations are excellent 
examples, also helps to create stronger 
institutions, partnerships and increased 
economic growth.” 
 
Vidar Gundersen, 
Chief Commercial Officer 
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OSRAM – adding capacity and strengthening the work process to ensure 
efficiency and compliance  

 
Osram introduction: 

Osram is evolving from the leading lighting 

producer to the high-tech champion of photonics. 

High-quality LEDs, for example, are used for 

visualisation in automotive applications. Osram 

supplies infrared and laser light for sensing, for 

instance as the basis of autonomous driving or 

face recognition in smartphones. Their intelligent 

lighting solutions help to increase safety and 

security on the roads and in the cities. In 2019 

Osram had approximately 23,200 employees and 

revenues of more than €3.5 billion. 

 

Challenge 

Due to the organisational shift of operational 

customs functions for import processes, Osram 

has decided to bring an external partner on 

board. In order to ensure that their own well-

defined routines and processes were mirrored 

accurately, Osram was looking for a reliable 

partner. A crucial factor in the choice of partner 

was the ability to work completely in Osram’s 

own system, and the assurance of having a 

selected team of highly qualified declarants 

assigned permanently to the job after completing 

a successful test phase. 

 

KGH solution 

In close cooperation with Osram, the client’s 

standard operating procedures for import 

declarations in the MIC-ATLAS system were 

gradually taken on by the assigned KGH team. 

Implementing the services ran very smoothly 

thanks to well-defined processes, short 

communication paths, fast reaction times, regular 

follow-ups and an open working atmosphere. A 

dedicated KGH team ensures that all aspects of 

the import process are dealt with efficiently, as 

well as being compliant with customs regulations. 

This makes KGH a stable partner, because the 

project team members are well trained and have 

specific assignment areas. In addition, KGH 

ensures that backup is always in place and ready 

to intervene if problems occur during the 

declaration process, or if a process threatens to 

escalate. 

 

  

Result 

Allocating the import customs processes to an external partner has made costs plannable by volume. 

The advantage is that Osram no longer needs to keep and train further personnel, or deal with 

replacements in the event of leave or sick leave. It is important for Osram’s customs management that 

a contact person from the KGH team is always available. Due to a high level of foreign trade expertise 

on both sides, great importance is attached to tax accuracy and legal compliance in import processing 

– thus minimising the risks for Osram.  

 

         The transfer of operational import customs clearance to KGH enables us, as a group-wide  

         central function for export control and customs, to concentrate more on the strategic and  

         organizational tasks. With KGH employees who are permanently assigned to OSRAM, we have  

         found reliable and committed partners with whom daily collaboration is fun and easy            

         communication is assured. 

           

         Anselm Ritter, Head of Customs, Osram 

 

″ 
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Strong company culture with integrated Core Values 
 
With a long tradition and history, we are very proud to say that our strong company culture is one of 
the main characteristics of KGH. To join KGH means to join a welcoming, informal and professional 
culture where our Core Values permeate everything that we do. We see this equally important as our 
strategic direction to ensure long term success as they could be described as the essence of our 
identity. 
 
In KGH, we value diversity, and take proud in the fact that we are close to 50/50 when it comes to 
women and men. But diversity is so much more than gender, age, ethnicity, religion, sexual 
orientation, and nationality. We believe that a sustainable workplace appreciates all kinds of diversity 
and that all our employees shall feel they can be their true self at work. This is one, of several targets 
in our Sustainability Program which is owned and lead by our CEO. 
 
Activities we do to engage and develop engaged employees 
 
Core Values 
Core values are the fundamental beliefs of an 
organisation. In KGH, core values are an 
integrated part of our strategy to fully support our 
future goals. All employees, in all parts and levels 
of the organisation, are expected to live our 
values and contribute in developing a strong and 
value based company culture.  

 
An example of how we integrate our values is an 
internal Role Model Ambassador program which 
was introduced during 2019. This is one way to 
recognize employees, who in their day-to-day job 
are living our values and who contribute to a 
sustainable and attractive workplace where 
diversity is appreciated. 

 
 
 
 
  
 
 
 

Kristina Korsgren, CHRO and 
Lars Börjesson, CEO 

Kristina Korsgren, CHRO and 
Lars Börjesson, CEO 
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Employee Engagement survey – WE@KGH 
Each year all employees at KGH have the 
opportunity to make their voice heard though our 
“We@KGH” employee engagement survey. The 
survey is focusing on engagement, leadership, 
team efficiency and psychosocial work 
environment. The results from this survey are 
directly translated into action plans for top 
management as well as all working teams. In 
2019 we had an answering rate of 97%, which 
shows a high engagement among the 
employees. 

 
Personal development 
The willingness to invest in learning and 
development are two key factors of success at 
KGH. Our employees have the opportunity to 
personally develop along with the company on an 
ongoing basis. An essential part of this has been 
the yearly PD-talk/appraisal where managers and 
employees have mapped past performance and 
future development to establish individual 
objectives.  

Leadership training 
All employees in KGH have a responsibility to 
contribute to a positive work environment where 
we all can grow and learn from each other. All 
leaders are expected to be role models a lead by 
good examples. To promote a unified way of 
working we organize leadership development in 
several ways. Once a year we invite all 
management teams to a Leadership Conference 
where our CEO and the Management Team 
present the strategy and the progress. Team 
development activities and individual coaching 
are some more examples of ongoing initiatives 

 
One KGH, one brand 
As an international company with a widely spread 
organisation, we have established several 
internal cross-border network groups with cross-
functional representation. This is an important 
part of our governance model in KGH where we 
have a line organization as well as a matrix 
organization. One major task for all our networks 
is to exchange knowledge within the Group, and 
to secure a common way to act to achieve a 
sustainable result. 

 

 

 
 
 
 
 
 

 

 

Gender balance 
 

Close to 50/50 

 

Age distribution 
 

Average 41 years 

 

Time of employment 
 

33% 10 years or more 

The number of employees have increased  
 with 18% over the last five years. 

Prefer not to answer <1 year

1-2 years 3-5 years

6-9 years
Under 29 30-39 40-49

50-59 60-

43% 53%

57% 47%

All
employees

Managers

Male Female <1 year 1-2 years

3-5 years 6-9 years

10 years or more
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Compliance and Risk mitigation  
 
KGH facilitates trade and is the leading provider of Trade and Customs management in Europe with a 
global reach. We offer and deliver innovative strategy and compliance, operations and digital services 
ensuring optimised trade and customs management.  
 
For our customers, i.e. traders, logistics providers and governments, we combine our services into 
value created solutions. We create value through improved trade facilitation, compliance and risk 
management, duty optimisation and operational efficiency.  
 
Our success is based on trustworthiness. Being trustworthy to our customers and to the customs 
authorities day after day, week after week and year after year requires the highest standard of quality 
in our processes and that we as KGH professionals acts ethically and with integrity all the time.  
 
At KGH, we work to achieve outstanding quality – not only in our client services and internal 
processes, but also in the way we conduct ourselves towards third parties. Our ambition is to deliver 
100 % quality, and we aim to ensure that we are complying with all relevant laws, regulations and 
KGH Policy Framework. 

Compliance awareness in focus  
In KGH we have compliance awareness   
in focus and it is crucial that all employees follow 
and comply with relevant laws, regulations and 
our KGH Policy Framework. It starts directly in 
the onboarding program for new employees, 
where all need to sign off that they have read and 
understood our policies. Thereafter a yearly 
compliance awareness e-learning, which is 
mandatory for all, is sent out to all employees to 
ensure the high level of compliance awareness. 
 

In addition to the e-learning, we perform internal 
audits for ensuring that KGH carries out its day-
to-day operations effectively and in a compliant 
way. These audits are particularly important 
when the potential risk is high to our operations, 
and it may be necessary to consider additional 
levels of controls and monitoring.  

  
Strengthen and share our competences  
With a special role in the market as specialists in 
international customs legislation and 
management, we are actively participating in 
competence networks to help improve our 
competences and support the development of 
international trade. These networks include 
CLECAT- European Liaison Committee of 
Common Market Forwarders, Trade Contact 
Group in the EU Commission, several Chambers 
of Commerce as well as many other national and 
international forums, committees and projects.  
 

To improve operational efficiency, minimise costs 
and mitigate risks it is always important to 
improve competences, which we do by holding 
education and training programs, both for 
employees and customers. Our leading-edge 

education and training programs in EU customs 
law and procedures provide companies with the 
most comprehensive suite of learning options 
available. This includes the flexibility of self-
paced online learning, scheduled in-class 
training, or a combination of both.   

  
Fight crime and corrupt behavior 
To fight crime and corrupt behavior, we actively 
cooperate with Customs Agencies in countries of 
operation and implement a Customs Policy 
guiding the interaction between KGH and our 
clients in order to fight crime and corrupt 
behavior. KGH actively cooperates with Customs 
Agencies using MoUs in countries where this is 
possible.  
 

Internally we have a whistle-blower function 
where all employees have the opportunity to 
report serious violations and suspicion of crime.  

 
Benefits of AEO and ISO certification 
An Authorised Economic Operator (AEO) status 
is contributing to increase the security in the 
world as well as harmonize the customs related 
operations. In KGH we strive to hold AEO, 
Authorized Economic Operator, status wherever 
we operate. To prepare for an AEO certification is 
an extensive process, which also is a service that 
we offer our customers.  
 
ISO9001 is an international standard for Quality 
Management Systems and is the most widely 
used standard in the world.  An ISO standard 
demonstrates the ability to consistently provide 
products and services that meet customer and 
regulatory requirements. In KGH, our business is 
certified in several countries. 
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RHI Magnesita – Single Point of Contact reduces risks in 
import process  
 
Customer case 
Refractory products are used in all the world’s 

high-temperature industrial processes. 

Without them, the steel, cement, lime, non-

ferrous metals, glass, energy, environment 

and chemical industries couldn’t exist. 

Refractories defy the most hostile conditions 

to stay strong and stable at temperatures of 

1200 °C and higher to contain materials safely 

while they are burned, melted, blasted, fired, 

fused, and shaped. In this sector RHI 

Magnesita is an innovative and reliable 

partner for industry and mining with locations 

worldwide and offers both full-fledged 

solutions and the most robust supply and 

quality assurance. 

 

 

 

 

 

 

Challenge 

Within the EU RHI Magnesita uses the tax model 

of chain transactions for their cross-border 

movement of goods. As a consequence the 

goods always need to be cleared in the country, 

where the customer is located. Before 

cooperating with KGH RHI Magnesita used to 

handle this with a large number of freight 

forwarders and brokers. In consequence they did 

not always have full control over the customs 

processes, for example as far as the tariff 

classification of the goods were concerned. This 

posed a high risk for error. Therefore, RHI 

Magnesita was resolved to optimize the import 

processing in order to standardize the 

procedures. This should ensure that all customs-

related aspects were always correctly applied 

and implemented. To simplify daily business 

further they aimed to having only one contact 

person for the transactions in several different 

countries. 
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KGH solution 

RHI Magnesita buys FCA/FOB from the 

producers and sells DDP to the final recipients 

within the EU.  Thus the importer is always RHI 

Magnesita, Vienna/AT, with their valid UID 

number or their respective subsidiary. In order to 

guarantee a correct and fast handling for RHI 

Magnesita Austria, KGH’s own offices in the 

respective countries are involved in the process 

as well as the KGH network of partners. 

Depending on the country, there are customized 

special procedures. KGH, as a single point of  

 

 

contact with a fixed contact person for RHI 

Magnesita, takes care of collecting all information 

relevant to customs clearance, summarizes these 

in one act, advises the respective station and 

delivers the required preliminary documents after 

the goods have arrived. Finally the release will be 

transmitted from the stations to KGH and all 

involved parties will be informed by KGH about 

the customs clearance. 

 

 

 

 

 

 

Result 

For RHI Magnesita the effected risk minimization with regard to tax and customs risk is the most 

important advantage. Due to the close cooperation with KGH and the developed standardized 

processes, it is now possible to have sufficient control over all customs-relevant processes. Thus, 

the risk of errors has become significantly lower compared to before, when working with many 

different partners.The assurance that the reliable, experienced declarants of KGH know exactly 

what to do gives RHI peace of mind. 

 

 

      As a single point of contact, KGH reliably ensures good control over customs-related    

      processes with standardized procedures. The desired risk minimization is thus  

      guaranteed. 

 

      Roland Truntschnig, Customs Manager, RHO Magnesita 

 

 

 

 
 
 
 
 
 
 
 
 
 
 

″ 
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Governance  
 
Bridgepoint Development Capital (BDC) owns 88% of KGH. Headquartered in France and also 
operating in the Nordic region and the UK, BDC provides funding to businesses valued up to €150 
million. BDC has a team of 17 investment professionals in offices in London, Paris and Stockholm who 
are wholly dedicated to its investment activity. 
 

 

 

Well prepared for a downturn 
 
We entered 2020 with a very strong year behind us. The financial results achieved during the year 
were reinvested in our business and the significant investments that we have made in building 
capabilities and market presence could continue and even in some areas accelerate. This means 
that we can, as a market leader, be able to further strengthen our market position during the 
present uncertain conditions which we realistically should expect will continue for some time to 
come.  
 
Facilitating trade for sustainable growth is our mission and I believe this message is both quite 
simple yet very powerful. Our clients are well aware of the challenges that global supply chains 
entail. Watching non-stop border crossing in Örje work in practice supported by KGH was very 
encouraging as well as looking a little bit more closely into the new cloud based compliance 
module of CTDS. Global trade with compliance issues is not sustainable and will, in my view, 
become even more a board issues for most companies. We can have a very significant role in 
mitigating these risks underpinned by our ambitious digital agenda. 
 
In addition to visiting Örje the board also had the great pleasure of meeting with our people in 
Manchester, Basel, Antwerpen, Strömstad and Gothenburg. These visits have all been very 
rewarding for us as a board and shown how KGH during the last several years have come together 
as a truly integrated company. There is so much knowledge among our people and proudness in 
our company and I hope we soon can resume these visits to our operations across Europe. 
 
To conclude, being humble about how the current crisis effects our people, our clients and our 
business is absolutely necessary. We have our house in order and I am confident what we will be 
able to overcome market difficulties and play an even more important role in the post-crisis 
economic environment. 
 
 
 

  
 
 

Magnus Sjöqvist 
Chairman of the Board of Directors 
 



 
 
 

 
 Business  Report  2019                                                                                                                                                Page 25 of 30 

 

 

″ 

KGH Management Team Group 

 
Financial overview 2015-2019 
 
In the financial year 2018, the business continued to grow increasing by 12% from the previous year. 
The business regions and business areas showed a performance in line with expectations, and both 
the Nordic and European declaration business as well as the business area Global Consulting and 
business area Digital showed positive development.  
 
The growth of the business could also be seen in the development of the number of employees which 
increased from approx. 730 to above 750 in the end of the year.  
 
KGH´s international footprint is truly reflected in both the turnover and number of employees with a 
coverage in all major countries in the Nordics and Europe. In addition to this, KGH is operating with a 
strong partner network, which enables a global service coverage for the customer base. 
 
 
 
 
 
 

Item 2015 2016 2017 2018 2019 

            

Revenues, SEK m 596,1 623,4 700,0 782,0 899,3 
            

Change in revenues (%) 10% 5% 12% 12% 15% 
            

Earnings before financial items ("EBIT"), SEK m 68,9 76,9 87,4 96,1 124,5 
            

EBIT Margin (%) 11,6% 12,3% 12,5% 12,3% 13,8% 
            

Earnings before tax, SEK m 10,1 7,7 9,7 43,6 70,3 
            

Average no of employees 650 700 730 750 770 

 

Vidar Gundersen, COO, Des Hiscock, MD BR UK/I, Kristina Korsgren, CHRO, Lars Börjesson, CEO,  
Stefan Fransson, CRO, Lars Karlsson, MD BA Global Consulting, Magnus Lidstedt, CFO, Konrad Kuhlman, 
 MD BR DE/A, Sandy Van Herck, MD BR BeNeFra 

Missing: Tove Gustavsson, MD BA Digital, Anita Graff, MD BR Nordic 

Revenue has increased with 50% over the 
last five years. 
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Financial statements from statutory accounts 
 
 

 SEK m   SEK m 2019 2018 
      

Net Sales 899,3 782,0 

Personnel costs -558,8 -494,6 

Depreciation and write-downs of tangible and intangible assets -67,7 -34,2 

Other external costs -148,3 -157,1 
      

Operating Profit 124,5 96,1 

Interest expense -54,2 -49,1 

Interest income and other financial items 0 -3,4 
      

Result before tax 70,3 43,6 

      

Assets     
      

Fixed Assets     

Goodwill and intangible assets 960,9 894,4 

Tangible assets 122,8 42,7 

Deferred tax asset 22,9 27,7 

Fixed assets 1 106,6 964,8 

      

Current Assets     

Current assets 419,2 371,3 

Current assets 419,2 371,3 

      

Total Assets 1 525,8 1 336,1 

      

Equity     

Total Equity 58,4 15,5 
      

Liabilities     

Long-term loans 838,8 843,2 

Tax liabilitis and other 120,3 52,0 

Long-term liabilities 959,1 895,2 
      

Current Liabilities     

Current liabilities 508,3 425,4 

Current liabilities 508,3 425,4 
      

Total Equity and Liabilities 1525,8 1 336,1 
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Sustainability - Summary internal efforts 

 

Vision statement/focus areas                                  Long term target Achievement 2019 Plan 2020 

Engagement - To engage employees in internal as well as external initiatives with NGO support 

WE@KGH 85 79 (79) 

All employees to answer 
the survey and all teams 
to work on improvement 
plans. 

Sustainability foundation N/A 

- Increased internal  
  communication 
- Webinars for Managers 
- Mailbox for suggestions 
- Role Model Ambassador  
  program launched 

Increase awareness in the 
organisation and promote 
engagement. 

External & internal 
collaboration partners 

N/A 

- Potential organisations  
  identified 
- Internal reference group  
  established 

1) Initiate external 
cooperation. 
2) Initiate internal project 
for employees. 

    

Employee workplace - To be a company in the top quartile compared with benchmark companies 

Gender diversity 50/50 
Men 43%, women 57% 
(Men 45%, women 55%) 

Monitor and take actions if 
needed. 

Zero tolerance against 
discrimination                            

100% 93% (94%) 
Continue implementation 
of core values. 

Sick leave        <3,5% 4,6% (4,7%) 
Monitor and take actions if 
needed. 

Equal pay for equal jobs Zero difference  

Salary structure mapping 
analysis based on gender 
and by country. 
 

Psychosocial Work 
Environment Index 

Yearly +2 on 
current 

77 (75) 
Improvement plans on 
team level where needed. 

    

Green operations - To constantly increase our resource efficiency 

Role model office N/A 
All offices are in line with 
office guideline 

Mapping, analysis and 
setting target. 

Increase resource efficiency -5% annually* N/A 

Increase usage of video 
conference, e-archive, 
digital tools etc.  
 

    

Anti-corruption – To further advance transparency and zero tolerance on crime 

E-learning anti bribery and 
corruption 

100% 99,9% (99,9%) 
All employees to read and 
understand. 

Code of conduct 100% 99,9% (99,9%) 
All employees to read and 
understand. 

 
( ) Figures for previous year 

       *   Energy, water, office consumables, travel / total FTE´s 
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Sustainability - Summary external efforts 

 

Vision statement/focus areas                                  Long term target Achievement 2019 Plan 2020 

Customs Processes – Digitalize and automate customs processes in line with governmental vision  
                                      and customer needs 

Automate our customs 
processes 

5% annually ~4% 
Implementation and roll 
out of our digital solutions. 

CO2 reduction at border 
crossing 

-50% in countries 
where KGH has 
implemented 
trade facilitation 
measures 

- TRS Study in Saudi Arabia 
- Improved AEO and PCA in  
  Ethiopia 

Improved customs 
processes will reduce 
waiting times at the 
border. 

    

Trade Barriers – To support and facilitate bilateral negotiations on Mutual Recognition Agreement  

                            between countries 

Support MRA negotiations 
Two MRA´s on 
annual basis 

- MRA Saudi/UAE 
- MRA CEFTA Countries1 
- MRA Iceland-China2 

Two MRA´s 

    

Collaborating – Get everyone together to mobilize actions 

Promote KGH Sustainability 
initiatives 

Inspire others to 
sustainability 
actions 

- Speech at the KGH   
  Partner Network Annual  
  Meeting. 
- Speech at the European  
  Trade Net Annual  
  Conference about KGH  
  sustainability initiatives  
  and called for joint  
  projects. 

1) Establish sustainability 
section in the KGH 
Network Partner portal. 
2) Establish sustainability 
section on the KGH 
external web. 
3) Introduce a 
sustainability section in 
the KGH Customer 
presentation. 

Learn from others 
sustainability initiatives 

Inspire KGH to 
evolve into next 
level of 
sustainability 
actions 

- Participated in the The  
  New Competitive Frontier - 
  Climate Change   
  Conference and workshop. 
- Inspired by the Eco  
  Screening tool by  
  Ernström-gruppen and  
  Golder. 

1) KGH Network Partners 
input to sustainability 
portal. 
2) Carry out a KGH 
Sustainability round-table 
among stakeholders in 
Sweden (Sweden first out) 

Collaborative sustainability 
projects 

Make a difference 
through joint 
sustainability 
actions 

N/A 

1) Establish one joint 
project among the 
participants in the KGH 
sustainability round-table. 

 
           1 Delayed due to political reasons 
           2 Ongoing 
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