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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

STRATEGIC REPORT - :
FOR THE YEAR ENDED 31 DECEMBER 2018

Introduction
The directors, in preparing this strategic report, have eomp!red with S414C of the Companies Act 2006
Fair review of the company S busmess '

Bookmg com Customer Service Center (UK) lelted prmcupal buSmess activity 1s to prowide customer support”
services to Booking com BV - . :

The directors foresee a growth in customer support services offered by Bookrng com Customer Service Center
(UK) Limited to Booking.com BV in line with the growth anticipated in Booking.com BV, due to the cost plus
revenue structure based on the existing service agreement between both parties .

- Financial key performance indicators

For the fmancral performance of the company in the year ended 31 December 2018, revenue increased by 8% to
“£50 mithon (2017 £46 4 million) and Gross profit margin remained ﬂat at 21% (2017 20%)

The increase in earnings before interest, tax, depreciation and amortisation (EBITDA) of 20% to £4 8 million
(2017 -£4 million) was mainly due to the service fee revenue generated during the year based on the cost-plus
* structure. During the year current assets increased by £3 7 million to £10 6 million in 2018 (2017 £6.9 million).
The net book value of fixed assets decreased by £0.8 million to £5 5 million (2017 £6.4 million)

The average numberjof employees for the year ended 31 December 2018 was 1,266 (2017 '1,208)

Principal risks and uncertainties

. The healthy financial position and the cost-plus structure ensure that the risks to stakeholders of Booking com
Customer Service Center (UK) Limited are minimised The limited nsks'are explained below

Financial risk management objectives and policies
Interest rate risk

Interest rate risk is the risk that the future cash flows of flnancral instruments will ﬂuctuate because of changes in '
market interest rates This 1s monitored on an ongoing basis

As all trade creditors are non-interest bearing, they do not expose the company to interest rate nsk The
company does not use derivative instruments to hedge against interest rate rnisk .

leurdrty' nsk

The company has no long term liabilities and ts not financed by -external. partles therefore this risk can be
considered as low. .




BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

STRATEGIC REPORT {CONTINUED) .
FOR THE YEAR ENDED 31 DECEMBER 2018

Financial risk management objectives and policies (continued)

Disabled emplqyeesv

"Apphications for employment by disabled 'persons are always fully considered, bearing in mind the abilities of the
applicant concermned [n the event of members of staff becoming disabled every effort 1s made to ensure that

their employment with the company continues and that the appropriate training 1s aranged 1t i1s the policy of the . -

company that the training, career development and promotion of di sabled persons should, as far as possnble be -
identical to that of other employees .

Employee consulwuon

The company places considerable value on the Involvement of rts employees and has continued to keep ‘them
informed- on matters affecting them as employees and on the various factors affecting the performance of the -
company Thts 1s achieved through formal and informal meetings and mailings Employee representatives are
- consulted regularly on a wide range of matters affecting thewr current and future interests. Employees are eigible
for vanous benefits (e g Target related bonuses, pension plan, staff discount).

Unlted Kingdom withdrawai from the European Unlon

Due to the invocation of Article 50 of the Treaty on European Union by the United ngdom it 1Is expected that
the country may withdraw from the European Union dunng 2018 At the reporting date it 1s impossible to assess -
"in detail the opportunities and threats that such a withdrawal could present The directors are aware that risks
which may result from the wnhdxawa! of the UK from the EU may mclude, but may not be limited to

. The mtmducnon of tariffs, or. changes to rates of other taxes, which may be partlcularly impactful on
companies which operate internationally, )
. New restnchons on the free movement of ciizens of the EU and the UK, which may affect employees and .
© customers;
. General downward economlc prssure, especnally in the short term which may affect overall demand for :
: the company’s services, posstbly reducing revenue, and
s Exchange rate volatlity which may lead to unpredxctable changes in the value of the company's current |
assets and habilities. -

- The directors are managing these nsks by closely honltoring developments, and are conﬁdent that the Company
will be able to amend and modify its procedures-to rematn fully comphant with any new rules and regulatnons, and
to maintain its standing and reputation in the marketplace throughout Europe and worldwide

This report was approved by the board and signed on its behalf.

. JRWaters
. Director

Date: 505@3‘9,&0% 2015




BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

DIRECTORS' REPORT . ' ' ,
FOR THE YEAR ENDED 31 DECEMBER 2018 . - N

The directors present their report and the audited financial statements for the year ended 31 December 2018
'Principal activity . .

' The pnncrpal actnvuty -of the company durlng the year was the _provision of customer support services for '
Booklng com BV :

Results and dnvrdends o

The profrt for the year, aftertaxatlon amounted to £2, 664 082 (2017 proﬂt of £2,346, 149)
During the year £nil dividends were proposed and p_ald (2017 £nil).

Directors | |

The directors who eewed during the year were

J R Waters '

.. A Rotelli

- K J D Mollat (appolnted 16 April 2018, reS|gned 29 Apnl 2019)

Chantable contnbutlons

During the year the company made no chantable donations (2017 £nil)

Polltlcal donations

No politicat donations were made duning the year (2017 £nil)

Going concern

The dlrectors have considered the principal risks and uncertainties, which include the current economic
downturn and the potential adverse effect on sales and the incréased inherent credit risk . resultlng from the
downturn. The directors do not consider there to be any material uncertainties.

The directors have reviewed the latest financial position of th,e company and prepared a cash flow. forecast for
the following 24 months post year end which they consider makes appropriate allowance for these uncertainties
This shows that the company 1s expected to be debt free and cash generative for the foreseeable future.

Based upon the above, the diréctors have a reasonable'expectatlon that the company can continue to operate
for a period of atleast 12 months from the date of approval of: these financial statements and have therefore

adopted the going concern basts of preparatlon

Future developments

- The directors foresee a growth ln support services offered by Booking. com Customer Servrce Center (UK)
Limited to Booking com BV in line with the growth anticipated 1in Booking com BV

Qualifying third party indemnity“provfsions

The company has made quahfymg third party indemnity provisions for the benefrt of its drrectors which were
made durrng the year and remain in force at the date of this report




* BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

DIRECTORS’ REPORT (CONTINUED)
FOR THE YEAR ENDED 31 DECEMBER 2018

Matters covered i in the strategxc report )

The company has chosen in acoordance with companies Act 2006 s414C(11) 1o set out In the company‘s

strategic report in formation required by Schedule 7 to the Large and Medium-sized Companies and Groups -

(Accounts and reports) Regulations 2008 certain matters which are required to be disclosed in the directors’ .

_ report have been omitted as they are included in the strategic report on pages 1 to 2 These metters relate to the
objectives and pohicies for financial risk management, disabled employees, and employee consuitation '

: Disclosure of information to auditor

" Each of the persons who are dlrectors at the time when this directors' report IS approved has canﬁrmed that:

.  so far as the director is aware, there Is no relevant audst mformatxon of whlch the company‘s audltor 15
unaware, and

s _the director has taken all the steps that aught to have been taken as a director in order {0 be aware of any
.- relevant audit information and to establish that the company's auditor is aware of that information

Post bélance sheet events
‘There have been no significant events affeohrig the company since the year énd
Auditor

The auditor, Deloitte LLP, will be proposed for reappointment n aocordance with section 489 of the Compantes
Act 2006, .

Thus report was approved by the board and signed on its behalf.

J RWaters
Director

.Date_ 30 Segh emben 219




BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

DIRECTORS' RESPONSIBILITIES STATEMENT
FOR THE YEAR ENDED 31 DECEMBER 2018

The directors are responsible for preparing the annual report and the audited financial statements in accordance
with applicable law and regulations.

Company law requires the directors to prepare audited financial statements for each financial year Under that
law the directors have elected to prepare the financial statements in accordance with United Kingdom Generally
Accepted Accounting Practice (United Kingdom: Accounting Standards and applicable law), including FRS 102
‘The Financial Reporting Standard applicable in the UK and Republic of Ireland' Under company law the
directors must not approve the financial statements unless they.are satisfied that they give a true and fair. view of
the state of affairs of the company and of the profit or loss of the company for that period

“In prepanng these audited financial statements -the directors are requn‘red to

. select sutable accounting policies for the companys financial statements and then apply them
consistently, .

. make Judgements and accountmg estimates that are reasonable and prudent

. state whether applicable UK Accounting Standards have been followed, subject to any matenal departures
disclosed and explained in the fmanc1al statements . :

. prepare the financial’ statements on the gomg concern ba5|s unless tis mappropnate to presume that the

company will continue in business .

The directors are responsible for keeping adequate accounting records that are sufficient to show and explain
" the company's transactions and disclose with reasonable accuracy at any time the financial position of the
. company and to-enable them to ensure that the financial statements comply with the Companies Act 2006 They
are also responsible for safeguarding the assets of the company and hence for taking reasonable\ steps for the
.prevention and detection of fraud and other |rregularmes :




BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

INDEPENDENT AUDITOR'S REPORT TO THE SHAREHOLDERS OF BOOKING. COM CUSTOMER
SERVICE CENTER (UK) LIMITED .

Opinion
In our opinion the financial statements of Booking com Cuétomer Servrce Center (UK) Limited (the"c'ompanY)

.o give a true and fair view of the state of the company's affairs as at 31 December 2018 and of its profit for
the year then ended, '

. have been properly prepared in accordance with United Kingdom Generally Accepted Accountmg.
Practice, including Financial Reporting Standard 102 "The Financial Reporting Standard applicable in the
UK and Republic of Ireland”, and

. have been prepared In accordance with the requxrements of the Compames Act 2006.
‘We have audlted the financial stataments which comprise

* ' the statement of comprehensive income,
*  the statement of financial position,

¢ ' the statement of changes in equity,
* the related notes 1t024

The financiai reporting framework that has been apphed in their preparation 1s appllcable law and" United
Kingdom Accounting Standards, including Financial Reporting Standard 102 “The Financial Reporting Standard
applicable in the UK and Republic of Ireland” (United Kingdom Generally Accepted Accounting Practice)

Basis for opinion -

We conducted our audtt in accordance with International Standards on Auditing (UK) (ISAs (UK)) and applicable
law Our responsibilities under those standards are further described in the Auditor's responsrblhtles for the audlt :
of the financial statements section of our report

We are independent of the company in accordance with the ethical requirements that are relevant to our audit of
the financial statements in the United Kingdom, including the Financial Reporting Council's Ethical Standard, and
we have fulfilled our other ethical responsibilities in accordance with these requirements We believe that the
audit evidence we have obtained 1s sufficient and appropriate to provide a basis for our opinion

Conclusions relating to going concern
We are required by I1SAs (UK) to report In respect of the follonog matters where

. the directors' use of the going concern basis of accountmg in the preparation of the financial statements Is
not appropnate or

o the directors have not disclosed in the financial statements any dentrfied material uncertainties that may
- cast significant doubt about the company's abilty o continue to adopt the going concern basis of
accounting for a period of at least twelve months from the date when the financial statements are
authorlsed for 1ssue. -

We have nothing to report in respect of these matters

/




‘ BOOKINQ.COM CUSTOMER SERVICE CENTER (UK) LIMITED

INDEPENDENT AUDITOR'S REPORT TO THE SHAREHOLbERS OF BOOKING.COM CUSTOMER
SERVICE CENTER (UK) LIMITED (CONTINUED)

Other information

The directors are responsible for the other information. The other information comprises the information included
in the Annual Report, other than the financial statements and our auditor’s report thereon Our opinion on the
financial statements does not cover the other information and, except to the extent otherwise explicitly stated in
our report, we do not express any form of assurance conclusion thereon.

In connection with our audit of the financial statements, our responsibility is to read the other information and, in
doing so, consider whether the other information 1s materially inconsistent with the financial statements or our
knowledge obtained in the audit or otherwise ‘appears to be materially misstated. If we dentify such matenial -
inconsistencies or apparent matenal misstatements, we are required to determine whether there 1s a matenal .
misstatement in the financial statements or a material misstatement of the other information If, based on the
work we have performed, we conclude that there is a matenal misstatement of this other information, we are
' requared to report that fact. ,

We have nothing to report is respect of these matters
Responsibilities of directors

As explained more fully in the directors’ responsibiities statement, the directors are responsible for the
preparation of the financial statements and for being satisfied that they give a true and farr view, and for such
internal control as the directors determine 1s necessary to enable the preparation of financial statements that are
free from matenial misstatement, whether due to fraud or error . :

In preparing the fmancnal statements, the dxrectors are responsible for assessing the company’s ability to
continue as a going concern, disclosing, as applicable, matters related to going concern and using the going
“concern basis of accounting unless the directors either intend to liquidate the company or to cease operations, or
have no realistic alternative but to do so.

Auditor’s responsibilities for the audit of the financial statements

" Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are free
from  matenial misstatement, whether due to fraud or error, and to issue an auditor's report that includes our
" opinion Reasonable assurance is a high level of assurance, but is not a guarantee that an audit conducted in
accordance with ISAs (UK) will always detect a matenal misstatement when it exists Misstatements can arise
from fraud or error and are considered matenal i, individually or in the aggregate; they could reasonably be
expected to influence the economic decisions of users taken on the basis of these financial statements .

A further description of our l'éSpOI’lSlblhtlES for the audit of the financial statements 1s located on the Financial
Reporting Council's website at www frc org. uk/audltorsrespons:bxlrtles This description forms part of our
auditor’s report . .
- Report on other legal and regulatory requirements

_Opinion on other matters prescribed by the Companies Act 2006

. ln our opinion, based on the work undertaken in the course of the audit
. the information given In the strategic report and the directors’ report for the financial year for whlch the
financial statements are prepared I1s consistent with the fmancual statements, and

. ‘the strateglc report and the directors’ report have been prepared in accordance with appllcable legal
: requirements .




BOOKING.COM CUSTOMER SERVICE CENTER,(UK) LIMITED

INDEPENDENT AUDITOR'S REPORT TO THE SHAREHOLDERS OF BOOKING. COM CUSTOMER
SERVICE CENTER (UK) LIMITED (CONTINUED)

In the hght of the knowledge and understanding of the company and its environment obtained In the
course of the audit, we have not identified material misstatements in the strateglc report or the directors'
report .

Matters on which we are required to report by exception

Under the Compames Act 2006 we are required to repor’t in respect of the following matters if, in our opinion

. adequate accounting records have not been kept or returns adequate for our audit have not been :
received from branches not visited by us, or

e . the financial statements are not in agreement with the accounting records and re;urns, or

. certain disclosures of directors' remuneration specified by law are not made, or

. we have not recetved all the information and explanations we require for our audit.
‘We have nothing to report In‘respect of these matters

Use of the audlt report

 This report 1s made solely to the company’s members, as a body, In accordance with Chapter 3 of Part 16 of the .

‘Companies Act 2006 Our audit work has been undertaken so that we might state to the company’s members -
those matters we are required to state to them in an auditor's report and for no other purpose. To the fullest
extent permrtted by law, we do not accept or assume responsibility to anyone other than the company and the
company's members as a body, for our audit work, for this report, or for the oplnlons we have formed

~.Julian Rae (Senior statutory auditor)

For and on behalf Delostte LLP A » ‘
Statutory Auditor ' : : ) ) o ¢

St Albans’ , . . :
United ngdom

Date 30O s@m/\\w ’WL‘?




BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED -

STATEMENT OF COMPREHENSIVE INCOME
FOR THE YEAR ENDED 31 DECEMBER 2018 -

. . /2018 . 12017

. Note £ . £

Turhover L -0 3 50054516 46440230
Cost of sales - A : - , . (39,755,186) (37,037,299)
Gross profit - ' o 10,299,330 - 9,402,931
Administrative expenses ' A . (7,024,349) (6,364,783)

. Operating profit ‘_ o RN 4 3274981 3,038,148
" Interest receivable and similar income . : : 8 30,818 « 1,884
" Interest payable and similar expenses . ' 9 (388) (470)
Profit before taxation ‘ o - ) 3,305411 - 3,039,562
Tax on profit - _ L 10 (641,329) - (693,413)
Total comprehensive income for the year o ' 2,664,082 . 2,346,149

" The statement of comprehensive income has been prepared- on the basis that all operations are continuing
operations ' ’ : '

_ The notes on pagés 12 to 27 form paft of these financial statements




. BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED
REGISTERED NUMBER: 08515908 : '

STATEMENT OF FINANCIAL POSITION
AS AT 31 DECEMBER 2018

2018 S 2017

Note S £ £
Fixed assets . _
Tangible assets 11 = . 5523289 6,369,125
» ' ’ 5523289 = 6,369,125
Current asseis _ o ' :
. Debtors amounts falling due within one year * 12 - 10,535,891 6,804,671
Cash at bank and in hand 13 50,000 © 50,000
10,585,891 : . 6,854,671
Creditors® amounts falling due within one o .
year o 14 (B,075,848) (5,814,824)
Net currentassets ' - . 4,510,043 1,039,847
Total assets less current Habilities o 10033332 7,408,972
Provisions for liabilities: » . ) .
Deferred tax ' o I o 7 (27,830)
. o . - (27.830)
Net assets SR o 10,033,332 7,381,142
Capital and reserves } : )
Called up share capial 17 - . 1,600,000 1,600,000
Profit and loss account A 18 8,433,332 5,781,142
' : 10,033,332 . . 7,381,142 -

The financial statements were approved and authonsed for issue by the board and were sugnéd on its behalf on
" JRWaters
Director

The notes on pages 12 to 27 form part of these financial statements.

-10-




: BOOKING.COM'CUSTOMER SERVICE CENTER (UK) LIMITED

STATEMENT OF CHANGES IN EQUITY
FOR THE YEAR ENDED 31 DECEMEER 2018

" Called up Profit and

share capital loss account. Total eduity

T : . £ £ £

At 1 January 2017 . - 1,600,000 3,491,425 5,091,425

Comprehensive income for the year ‘ v ' .
Profit for the year- . A ' - - 2,346,148 2,346,149
‘Total comprehensive income for the year ' : - 2,346,149 2,346,149
Share based payments ' " . - (56,432) (56,432)
Total transactions with owners - - ' - (56,432) - (56,432)
At1 January 2018 o ‘ ‘ 1,600,000  5781,142 7,381,142
~ Comprehensive ‘income for the year l N 4 '

Profit for the year - . o . - . 2,664,082 2,664,082
Total comprehensive income for the year - ~ - 2,664,082 2,664,082
Share based payments ‘ . - (11,892) .  (11,892)
Total transaCtions with owners ) L ’ - (11,892) (11,892)
10,033,332

At 31 December 2018 o 1,600,000 - 8,433,332 -

The notes on pages 12 to 27 form part of these financial statements

“11-



* BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

1.

Accounting policies

11

1.2

1.3

General Information

Booking .com Customer Service Center (UK) Limited (‘the Company’) is a private company imited by
shares incorporated in the United Kingdom and registered in England and Wales The address of its
registered office and principal place of business 1s Block 3 & 4, Westbrook Centre. Milton Road
Cambrrdge CB4 1YG

The principal activity of the company during the year was the provision of customer support services
for Booking com BV

The financial statements have been presented in- Pound Sterhng as thrs IS the currency of the primary
economic environment in which the company operates and Is rounded to the nearest pound

Basis of preparation of financial statements

The financial statements have been prepared under the historical cost convention unless otherwise
specified within these accounting policies and in accordance with Financial Reporting Standard 102,
the Financial Reporting Standard applicable in the UK and the Repubnc of Ire!and and the
Companies Act 2006

The preparation of financial statements in compliance with FRS 102 requires the use of certain
critical accountmg estimates. It also requires management to exercise judgment in applying the
company's accounting policies (see note 2)

"The following principal accountmg polrcres have been applled

Financial reporting standard 102 - reduced disclosure exemptions

The company has taken advantage of the following disclosure exemptions 1 preparing these
financial statements, as permitted by the FRS 102 "The Financial Reportrng Standard applicable in
the UK and Republic of Ireland™

o the requirements of Section 4 Statement of Fmancral Position paragraph 4 12(a)(lv)
. the requirements of Section 7 Statement of Cash Flows,
o the requrrements of Section 3 Fmancral Statement Presentation paragraph 3.17(d),

‘. the requirements of Section 11 Financial Instruments paragraphs 11.41 (b), 11.41(c), 11 41(é).

" 11.41(f), 1142, 11 44 to 1145, 1147, 11 48(a)(u), 11 48(a)(1v), 11 48(b) and 11 48(c)..

e  the requirements of Section 12 Other Financial Instrdments paragraphs 12.26 to 12‘27,
" 12 29(a), 12 29(b) and 12 29A, . '

. the requirements of Section 33 Related Party Dlsclosures paragraph 337.

This information 1s included in the consolidated financial statements of Booking Holdings as at 31

December 2018 and these financial statements may be obtained: from 800 Connecttcut Avenue,
Norwalk, Connectlcut 06854, USA

-12-



BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

1. Accounting policies (continued) -

] 1.4 Going concern

The directors -have considered the principal nsks and uncertainties, which include the current '

economic downturn and the potential adverse effect on sales and the increased inherent credit nsk

resulting from the downturn The directors do not consider there to be any material uncertainties

1.5

1.6

The directors have reVIewed the latest financial position of the ‘company and prepared a cash flow
forecast which they cons;der makes appropriate allowance for these uncertainties This shows that
the company 1s expected to be debt free and cash generative for the foreseeable future.

~

Based upon the above the dnrectors have a reasonable: expectatnon that the company can continue

" to operate for a period of at least 12 months from the date of approval of these financial statements

and have therefore adopted the going concern basis of preparation
Jurnover

Turnover s based on the service agreement with Booking com BV whereby the Company will be

- reimbursed and compensated for all reasonable costs and expenses with a markup of 7% Revenue

is earned in the period where the service I1s provided, The Company provides customer support
services to, for the benefit of, and upon request of Booking com under the terms and conditions as
set out In the service agreement . .

Tanglble fixed assets

. Tanguble fixed assets under the cost model are stated at historical cost less’ accumulated
~ depreciation and any accumulated impairment losses Historical cost includes expenditure that is

directly attributable to bringing the asset to the location and condition necessary for it to be capable of
operatlng in the manner intended by management

At each reportmg date the company assesses whether there s any indication of \mpa\rment if such
indication exists, the recoverable amount of the asset is determined which is'the higher of its far
value less costs to sell and its value 1n use An lmpalrment loss 1s recognised where the carrylng
amount exceeds the recoverable amount . .

Depreciation s charged so as to allocate the cost of assets less thelr re3|dual value -over thenr' '
estimated useful llves using the straight-line method

: Deprecnatlon IS provnded on the following basis .

Offlce equipment . - 10% -20% per annum
Computer equipment : C. 33% per annum

The assets' residual values, useful lves and deprematxon methods are reviewed, and adjusted
prospectively If appropnate or if there is an indication of a significant change since the last reportlng

- date

Gains and losses on d[sposals are determlned by comparing the proceeds with the carrying amount
and are recognised in the statement of comprehensive income .

-13-



. BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

. NOTES TO THE FINANCIAL STATEMENTS

FOR THE YEAR ENDED 31 DECEMBER 2018

1,

4.7

. 1.8

1.9

Accounting policies (continued)

Operating leases

Rentals paid under operating leases are charged to the statement of comprehensive income on a
straight line basis over the lease term »

Benefits received and receivable as an incentive to: s:gn an operating lease are recognised on a
straight line basis over the lease term, unless another systematic basis Is representative of the time
pattern of the lessee's benefit from the use of the leased asset

Benefits recewed and recevable as an incentive to- sxgn an operatmg lease are recogmsed on a

: stralght line basis over the term of the lease |

Cash and cash equwalents

Cash Is represented by cash in hand and deposits with financial insttutions repayable without penalty
on notice of not more than 24 hours. Cash equivalents are highly hquid investments that mature in no
more than three months from the date of acquisiton and that are readily convertlble to known
amounts of cash with insignificant nsk of change in value

Fmancnal mstruments

" The combany only enters into basic financial instrument transactions that result in the recognition of

financial assets and labilities hke trade and other debtors and creditors, loans from banks and other

‘third parties, loans to related parties and investments in non-puttable ordinary shares

Debt instruments (other than those wholly repayable or recewvable within one.year), including loans
and other accounts receivable and payable, are inttially measured at present value of the future cash .
flows and subsequently at amortised cost using the effective interest method Debt nstruments that
are payable or receivable within one year, typically trade debtors and creditors, are measured, initially -

.- and subsequently, at the undiscounted amount of the cash or other consideration expected to be paid

or recewed  However, if the arrangements of a short-term instrument ‘constitute a financing
transaction, like the paymént of a trade debt deferred beyond normal business terms or financed at a
rate of interest that I1s not a market rate or in the case of an out-night short-term loan not at market
rate, the financial asset or liability 1s measured, imtially, at the present value of the future cash flow
discounted at a market rate of interest for a SImllar debt instrument and subsequently at amomsed
cost .

Financial assets that are measured at cost and amortised cost are assessed at the -end of each
reporting period for objective evidence of impairment If objective evidence of impairment is found, an

impairment loss s recognised in the statement of comprehensive income.

.For financial asséts measured at amortised cost, the impairment loss i1s measured as the difference

between an asset's carrying amount and the present value of estimated cash flows discounted at the
assef's onglnal effective interest rate If a financial asset has a variable interest rate, the discount rate
for measuning any impairment loss |s the current effectlve interest rate determlned under the
contract

For financial assets measured at cost less mpairment, the impairment loss 1s measured as the
difference between an-asset's carrying amount and best estimate of the recoverable amount, which 1s
an approximation of the amount that the company would receive for the asset If it were to be sold at
the reportmg date ‘ .

-14 -



BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

1. Accounting policies (continued)
1.10 Foreign currency translation
Funetional'and presentation currency
The company's functional and presentetlonal cu.rrency is GBP
Transactione and balances

Forelgn currency transactlons are translated lnto the functional currency using the spot exchange
rates at the dates of the transactions -

‘At each year end foreign currency monetary items are translated using the closing rate’ Non-
monetary items measured at historical cost are translated using the exchange rate at the date of the
transaction and non-monetary items measured at farr value are measured using the exchange rate -
when fair value was determined. ' . '

Foreign exchange gains and losses resulting from the. settiement of transactions and from the
translation at period end exchange rates of monetary assets and liabilities denominated in foreign
currencles are recognised in the statement of comprehensive income except when deferred in other
comprehenswe income as qualrfylng cash ﬂow hedges

Foreign exchange gains and losses that relate to borrowings and cash and cash equivalents are
presented ‘in the. statement of comprehensive income within ‘finance tncome or costs' All other
foreign exchange gains and losses are presented in the statement of comprehensive income within
admlmstratwe expenses’ : )

1.11 Finance costs -

Finance costs are charged to the statement of comprehensive income over the term of the debt using
the effective interest method so that the amount charged s at a constant rate on the carrying amount

. Issue costs are |n|t|ally recognised as a reduction In the proceeds of the assocnated capital
instrument.

1.12 Pensions
Defined contribution pension plan
The company oberates a defined contribution plan for'its employees. A defined contribution plan i1s-a
pension plan under which the company pays. fixed contributions into a separate entity. Once the
contnbutlons have been paid the company has no further payment obligations
The contnbutlons are recogmsed as an expense in the statement of comprehensive income when
they fall due Amounts not paid are ‘shown n accruals as a labilty in the statement of financial
position The assets of the plan are held separately from the company In mdependently administered
funds

1.13 Interest income .

lnterest income is recogmsed in the statement of comprehensive income using the effechve interest
method
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

1.

Accounting policies (continued_)

1.14 Provisions for liabilities

Provisions are made where an event has taken place that gives the company a legal or constructive
obligation that probably requires settiement by a transfer of economic benefit, and a reliable estimate -
can be made of the amount of the obligation. :

Provisions are charged as an expense to the statement of comprehensive income In the year that the
company becomes aware of the obligation, and are measured at the best estimate at the statement
of financial position date of the expenditure required to settle the obligation, taking .into account
relevant risks and uncertainties

When payments are. eventually made, they are charged to the provision carried in the statement of
financial position

1.15 Current and deferred taxation

The tax expense for the year comprises current and deferred tax Tax is: recogmsed in the statement
of comprehensive Income, except that a charge attributable to an tem of income and expense -
recognised as other comprehensive ncome or to an tem recognised directly 1n equity s also
recognised in other comprehensive income or directly In equity respectively

The current income tax charge is calculated on the basis of tax rates and laws that have been
enacted or substantively enacted by the reporting date in the countries where the company operates
and generates income .

Deferred tax balances-are recognised In respect of all timing differences that have originated but not
reversed by the statement of financial position date, except that -

. The recognition of deferred tax assets 1s imited to the extent that it 1s probable that they will be
recovered against the reversal of deferred tax liabilities or other future taxable profits, and

. -Any deferred tax balances: are reversed if and when all conditions for retaining associated tax
allowances have been met .

Deferred tax balances are not récognised in respect of permanent differences except In respect of

. business combinations, when deferred tax is recognised on the differences between the fair values of

assets acquired and the future tax deductions available for them and the differences between the fair
values of liabilities acquired and the amount that will be assessed for tax Deferred tax is determined
using tax rates and laws that have been enacted or substantively enacted by the reporting date
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.BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

1.

Accounting policies (continued)
1.16 Share based payments

The company has appled the requirements of section 26 ‘Share-based payment' in these ﬂnancual
statements

The company’s’ ultmate parent company issues equity-settied share-based payments to certain of
the company’s employees Equity-settled share-based payments are measured at fair value
(excluding the effect of non-market based vesting conditions) at the date of grant The fair value
determined at the grant date of the equity-settled. share-based payments 1s expensed on a straight
line basis over the vesting period, based on the company’s estimate of shares that will eventually vest
and adjusted for the effect of non-market based vesting conditions

Fair value 1s measured by use of the Black Scholes pricing model The expected life used In the
model has been adjusted, based on management's best estimate, for the effects of ‘non-
transferabtlity, exercise restrictions, and behavioural considerations .

The Company reimburses Bookmg Holdings for share based payments provided to its employees
“pursuant to reimbursement agreements Share-based payments are rembursed based on its fair .
value at the date of vesting and 1s netted off against share based payment charge in the statement of
changes In equity . ‘

Judgements i in applymg accounting pohctes and key sources of estimation uncertainty

in applying the company’s accounting policies, the directors are required to make judgements, estlmates

‘and assumptions in determining the carrying amounts of assets and liabiities The directors’ jJudgements,

estimates and assumptions are based on the best and most reliable evidence available at the time when
the decisions are made, and are based on historical experience and other factors that are considered to
be applicable Due to the inherent subjectivity involved in making such Judgements estimates and .

_assumptions, the actual resuits and outcomes may differ

The estimates and underlying assumptions are reviewed on an ongoing basis Revisions to accounting
estimates are recognised in the year in which the estimate is revised if the revision affects only that year,
or in the year of the revision and future years f the revision affects both current and future years

Management does not consider there to be any critical judgements in applying accounting policies ‘

Turnover

The company’s turnover anses from the service agreement with Booking com BV Booking.com Customer
Service Center (UK) Limited's principal activity 1s to provide customer support services towards thlS
company m the Netherlands 4 '

- 2018 2017
, g £
Intercompany revenue | 4 ‘ 50,054,516 46,440,230

The whole of the turnover 1s attributable to the principal activity of the company wholly undertaken in the

United Kingdom
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS .
FOR THE YEAR ENDED 31 DECEMBER 2018 N

4.  Operating profit

The operating profit ts stated after charging

Depret\:tatnon of tangible fixed assets
Operating lease expense

Exchange differences ’

Share based payment expense
Defined contribution pension cost

5. Auditor's remuneration
N\

Auditfees -

The amount of non-audit fees paid to the Company's auditor during the ye,'ar was £nil (2017 £nil)

6. Employees -

Staff costs were as follows

Wages and salaries
Social secunty costs
Cost of defined contribution scheme

The average monthly number of employees, including the directors, during the year was as follows

- Administration

2018 2017
£ . £
1,543,682 967,365
2,806,962 1,683,290
1,354 10,265
£ 70,812 89,156
807,779 726,304

- 2018 2017
£ £

16,020 19,540
16,020 19,640

2018 2017
£ £
133,545,262 32,081,111
3,530,718 2,920,847
807,779 726,304
37,883,759 35,728,262
2018 2017

No. No.
1,266 1,208
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

7.  Directors' remuneration

During the year, no director performed any qualifying services for the Company and as such received no
emoluments (2017 £nil) Directors are remunerated by a different entity within the group

None of the dl;ectors participated in the company's share option scheme during the year (2017 £ni)

N

8. Interest receivable and similar income
2018 2017
e £
Interest receivable from group companies » ) 25,032 1,884
Other interest receivable - ) a 5,786 -
30,818 1,884
9. Interest payable and similar charges
2018 2017
£ £
Bank interest payable ' 388 470
10. Taxation
2018 - 2017
£ £
Corporation tax
Current tax on préflts for the year A 809,928 664,782
Adjustments in respect of previous years : ‘ (88,437) = 32,637
' 721,491 697,419
 Totalcurrenttax . | 721491 - 697,419
Deferred tax ) .16 _
Ongination and reversal of timing drfferences ' . (80,182) (3,503)
Effect of tax rate change on opening balance . - -
Adjustments in respect of prior periods . : 20 . (503)
Total deferred tax - ' : o (80,162) (4,006)
Taxation on profit ' . 641,329 693,413
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B(SOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

10.

Taxation. (cohtinued)

Factors affecting tax charge for. the year

The tax assessed for the year 1s higher than (2017 higher than) the standard rate of corpora‘uon tax in

the UK of 19 00% (2017 19 25%). The differences are explained below

Profit before taxation

Profit multiplied by standard rate of corporatlon tax In the UK of 19 00%
(2017 18.25%)

Effects of.

Fixed asset differences _
Expenses not deductible for tax purposes

Income not taxable for tax purposes

Adjustments to tax charge in respect of prior year

Adjustments to tax charge in respect of previous periods - deferred tax

Adjustment closing deferred tax to average rate of 19 25%
Adjustment opening deferred tax to average rate of 19 26%

Total tax charge for the year

Factors that may affect future tax charges.

2018 2017
£ £
3305411 3,039,562
| 628,028 585,012
73,315 57,326

19,133 18800

(163) (121)
(88,437) 32,637
20 -
6,157 (4,182)
3.276 4,141
641,329 693,413

The Finance (No 2) Act 2015, which provides for reductions in the main rate of corporation tax from 20%.
to 19% effective from 1 Apnl 2017 and subsequently 19% to 18% from 1 Apnl 2020, was enacted on 26
October 2015 A further reduction in the UK corporation tax rate was announced in the 2016 Finance Act

to further reduce the tax rate to 17% (to be effectwe from 1 Apnil 2020)

This further rate of reduction has been reflected in thé calculation of deferred tax at the balance sheet
date The closing deferred tax asset as at 31 December 2018 has been calculated at 17% reflecting the
tax rate at which the deferred tax asset is expected to be utiised in future periods
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

11. Tangible fixed assets
Office  Computer ,
" equipment  equipment Total
£ £
_ Cost o
At 1 January 2018 7,692,299 1,099,150 8,791,449
_Addttions ‘ 257,875 439,971 697,846
At 31 December 2018 7,950,174 1,539,121 9,489,205
Depreciation - : A
At 1 January 2018 1,796,528 625,796 2,422,324
Charge for the year on owned assets 1,202,736 340,946 1,543,682
At 31 December 2018 2,999264 ° 966,742 3,966,006
Net book value
At 31 December 2018 4950910 572379 5,523,289
At 31 Decembe:r 2017 5,895,771 473354 6,369,125
12. Debtors ' _
. 2018 2017
‘ £ £
Amounts owed by group undertakings 9;663,475 . 5,998,510
VAT recewvable 141,936 184,986 °
Prep,a'ymentsAand accrued Income - 678,148 619,940
Deferr_ed taxation (see note 16) 52,332 1,235
' 10,535,891 6,804,671
Amounts ow'éd by group companies are unsecured, interest-free and repayable on demand
13. Cash aﬁd cash equivalents
: 2018 2017
. £ £
' 50,000 ' 50,000

Cash at bank and in hand

£

-21-



- BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED -

- NOTES TO THE FINANCIAL STATEMENTS -
FOR THE YEAR ENDED 31 DECEMBER 2018

14.  Creditors: Amounts falling due within one year ‘ .

2018 2017

A ) £ £

' Trade creditors - " . 272,646 22,547
Amounts owed to group undertakings 513,998 . -

Corporation tax ’ 240,396 -

Other taxation and social securtty 761,320 . 757,583

Other creditors and accrued expenses s 4,287,479 5,034,694

6,075,848 5,814,824

The amounts owed to group undertakings are |nte(est free and repayable on demand.

15.  Financial instruments
{ .
: 2018 2017

£ £
Financial assets
Cash and cash equivalents : ‘ . : ' 50,000 50,000
Financial assets that are debt |nstruments measured at amortised cost " 10,585,893 @ 6,183,494

10,635,893 6,233,494

Financial liabilities

Financial lisbilittes measured at amortised cost (5,074,123)  (5,057,242)
' ' (5,074,123)  (5,057,242)

Fmanmal assets measured at amortised cost compnse amounts owed by group undertakmgs
prepayments and other debtors .

Financial llabuhtles measured at amortised cost comprlse trade creditors, amounts owed to group
undertakings, other creditors and accruals




BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018 -

16. Deferred taxation

Liability at beglnhlng of year
(Charged) / credited to profit or loss

Asset / (liability) at end of year

y .
Accelerated capital allowances
Short term timing differences

Comprising:

Assét
Liability

17. Called up share capital

Allotted, called up and fully paid
1,600 ordinary shares issued of £1,000 each

2018 2017
£ S

- (27,830) (31,836)
_ 80,162 .4,006
52,332 (27,830)
2018 2017

£ £
34,190 (42.,195)-
18,142 14,365
52,332 (27,830)
2018 2017

£ £

52,332 1:235,

- (27,830)
52,332 . (26,595)
- 2018 . 2017
£ £

1,600,000 - 1,600,000

The ordinary shares carfy full voting nghts and entitle the holder to fﬁll'panlcspatlon In respect of equity
and 1n the event of winding up of the Company The shares may be considered by the directors when

considering dividends from time to time

18. Reserve's

Profit and loss account
. \

This reserve represents cumulative profits and losses
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

'NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

’

19.

Share based payments
Stock option plan

Employees of the company participate in stock option plans related to options on shares of Booking
Holdings Options are-exercisable at a price equal to the average guoted market price of the Booking
Holdings group’s shares on the date of grant The vestmg period 1s three years If the options remain
unexercised after a penod of ten years from the date of grant, the options expire Options are forfeited if
the employee leaves Priceline com group before the options vest This Is a group share based payment
plan where the share based payment expense 1s allocated based on the restncted stock units and
peiformance share units granted .

Restricted stock units & Performance share unit

Employees of the company are also awarded restricted’ stock units (RSUs) and performance share unts
(PSUs) in Backing Holdings As incentives and rewards to encourage employees to contribute to the

- long-term success of Booking Holdings. The RSUs and PSUs are payable in shares of Booking Holdings

upon vesting, which 1s generally a period of three years Subject to certain exceptions. (a change in
control, death, disability, etc) the RSUs and PSUs are forfeited f the employee leaves Booking
Holdings group before completing the required service period The RSUs and PSUs are valued at fair
value based on Booking Holdings common stock at the date of grant of the RSUs or PSUs. Stock based
compensation expense for RSUs and PSUs during the vesting period includes estimated forfeitures
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- BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS

FOR THE YEAR ENDED 31 DECEMBER 2018

19.

Share based payments (continued)

The PSUs are based on the aftainment of certain performance targets Stock based compensation
expense for PSUs I1s recorded based on the estimated probable outcome at the end of the performance
period.

Details of the RSUs outstanding during the year are as follows

Weighted ‘ Weighted
average average
- grant price ' grant price
$ Number . ($) -Number .
. . 2018 2018 2017 . 2017
.Outstanding at the beginning of theyear - - 1,505 48 156 1,29207 182
Granted during the year . - - 1,73510 .93
Forfaited dunng the year _ N 1,242 03 T (58) 149579 {25)
Exercised during the year ’ - - 1,32204 ° ‘ (94)
Expired during the year - o - - . -
Outstanding at the end of the year . 185301 100 1,605 48 156

. The RSUs outstanding as at 31 December 2018 had a weighted average remaining contractual life of

1 14 years (2017 2 years). In 2018, no RSUs (2017 93 RSUs) were granted with estimated values of the
RSUs of USD nil (2017 USD 161,364)

The company recogmsed total expenses of £11,892 (2017 £89,156) related td equity-settied share—
based payment transactions The llability for share—based transact(ons as at balance sheet date i1s £n|I
(2017 £ni)) .

Performance share units adjustments reflect the additional shares based on the estimated probable

. , outcome at the end of the performance penod.

The actual number of shares to be issued on vestmg wilf be deten'mned upon completion of the
performance period . \ ! _

The inputs into the Black Scholes model for options granted during the'year are as follows

L 2018 - 2017
Weighted average share price (USD) ' $1,653 01 $1,735.10
Exercise price (USD) , _ _ ' $1,73510 - $1,73510
Weighted average contractual Iife (years) . . 1.14 ' ' 2

" Expected volatility I1s based on historical volatility of the company’s stock as well as the implied volatility

from publicly traded options on Booking Holdings stock The expected Iife used in the model has been
adjusted, based on management's best estimate, for the effects of non-transferability, exercise
restnctions, and behavioural considerations :
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2018

20. -

21.

Pension commitments

The company operates a-defined contribution plan for all employees of the company Contributions
made nto this plan are paid by the company at rates spectfied in the rules of the schemes The total
amount recognise in profit and loss during the year was £807,779 (2017 £726,304). As at the reporting
date, amounts payable of £89, 605 (2017 £97 673) had not been paid over to the plan

Commitments under operating leases

At 31 December 2018 the company had future minimum Iease payments under non-canceliable
operating leases as follows :

2018 2017

~ £ £
Not later than 1 year ' 2098287 1975762
Later than'1 year and not later than 5 years ‘ ' 7,21 9,805' 7,502,120
Later than 5 years . i . 1,419,825 2,901,382
Total ' ' . . ' . 10,735,917 12,379,264

Related party transactions

- The company I1s a wholly owned member of Booking Holdings, and as such has taken advantage df the-

exemption permitted by section 33 related party disclosure, not to prov:de dlsclosures of transactxon
entered into with other wholly owned members of the group :

The following amounts were due from group companies

2018 2017

£ ~ £
Booking.com BV _ | 381,103 2,966,280
Booking Holdings Group Treasury Company - 5,852,372 2,763,523
Booking com Ltd ' ' - .266,707

0663475 - 5,998,510

The following amounts were due to group companies

2018 2017

£ £
Booking com Ltd ’ S 509,312 -
Booking.com International Services BV A : 4,687 ol

513,999 . -
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BOOKING.COM CUSTOMER SERVICE CENTER (UK) LIMITED

NOTES TO THE FINANCIAL STATEMENTS .
FOR THE YEAR ENDED 31 DECEMBER 2018

23.

24,

Post statement of financial position events
There have been no significant events affecting the.company since the year end

After the year end the company declared and paid a £nil dividend to its parent company (2017 . £nil)

Controlling party

100% of the i1ssued 'shére capital of the company 1s owned by Bookln§ com Customer Service Holding
BV, a company incorporated in Netherlands whose principal place of business 1s at Herengracht 597,
Amsterdam The directors consider this 1o be the immediate parent company.

The company's ultimate parent company and controlling party ts Booking Holdings Inc,, @ company
incorporated in the United States of America, whose piincipal place of business and registered office s,
and whose financial statements can be obtained at 800 Connecticut Avenue, Norwalk, Connecticut
06854, USA and this 1s the smallest and largest/group in which the results of the company are
consolidated T '
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