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Vittoria Assicurazioni S.p.A. 
belongs to Vittoria Assicura-
zioni Insurance Group, entered 
on the Register of Insurance 
Groups under the no. 008 pro-
vided for by Article 85 of the 
Private Insurance Code.

Since 29 June 2017 Vittoria As-
sicurazioni S.p.A. is subject to 
management and coordination 
by Yafa S.p.A., Parent Com-
pany of Vittoria Assicurazioni 
Insurance Group. (G4-13)

With the aim of regulating the 
areas subject to management 
and coordination, Yafa S.p.A. 
has issued a Group Regulation, 

implemented by the Board of 
Directors of Vittoria Assicura-
zioni.

In particular, the Regulation 
governs the obligations of the 
subsidiaries with reference to 
the activities necessary for the 
Parent Company Yafa S.p.A. to 
implement the tasks envisaged 
by the current regulation on the 
group solvency, control of the 
intra-group transactions and 
management of the risk con-
centration.

Furthermore, the Regulation 
has the purpose of not affecting 
the tasks and responsibilities of 
the Board of Directors of Vitto-
ria Assicurazioni with reference 
to the strategic guidance within 

its purview, in particular for the 
decisions on the business stra-
tegies, in compliance with the 
guidelines provided by the pa-
rent company Yafa S.p.A.

The Regulation provides for the 
differentiated management of 
the application areas of the in-
tra-group coordination, delega-
ting to Vittoria Assicurazioni the 
management and coordination 
of its subsidiaries and all its 
risk control and management 
measures, currently implemen-
ted according to the regulation 
applicable to insurance under-
takings. 

Throughout this document, 
the definition of Group relates 
to Vittoria Assicurazioni S.p.A. 
and its consolidated compa-
nies.

FOREwORD
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Cesare Caldarelli
manaGinG direCtor

Andrea Acutis
Chairman

LETTER FROM THE CHAIRMAN 
AND THE MANAgINg DIRECTOR

We are proud to submit the first 
Sustainability Report of Vittoria 
Group.

This document is the story of 
what has been done, from the 
focus on our stakeholders’  
needs to the account of concre-
te actions and the publication of 
accurate indicators certifying 
our commitment. The purpose 
is to outline, in a balanced and 
transparent manner, the com-
mitments, strategies, ways of 
managing our organization.

Since nearly a century, we have 
been committed to the pro-
tection of people, families and 
firmsthanks to the work of a 
highly specialized staff and an 
extensive network of compe-
tent and professional agencies. 
To do this, we place the Person 
at the heart of our daily work, 
by pursuing everyday policies 

for our staff that take into ac-
count their training needs and 
their well-being, while granting 
the excellence of the services 
we offer to our customers and 
holding an ongoing dialogue 
with the local communities we 
are part of.

The sustainability is integral 
part of our way of doing busi-
ness and guides us in finding 
always new solutions to reduce 
the environmental impact of our 
activities, simplify as far as pos-
sible the administration proces-
ses and make our intervention 
timely. That is why we have 
introduced some new systems 
supporting the clients, such as 
the MyVittoria App - and we 
aim at digitizing the processes 
- and we have developed a 
system-based approach of dis-
semination and management 

of the digital innovation among 
employees and agents.

The excellent results achieved 
by these initiatives encourage 
us to continue on this path, with 
a long-term view.

This is a way of working that 
has always been based on the 
principles of lawfulness, tran-
sparency, accountability and 
honesty.

The results outlined herein 
prove the coherence and se-
riousness of our commitment, 
because we are aware that the 
contribution of our work is not 
only limited to mere economic 
parameters but also, and in-
creasingly, to our ability of ca-
ring for the people we are con-
nected with and improving the 
quality of their lives. 
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METHODOLOgICAL NOTE

This document is the first Con-
solidated Non-Financial State-
ment (hereinafter, also “NFS” 
or “Sustainability Report”) of 
the companies belonging to 
the group made up of Vittoria 
Assicurazioni S.p.A. and its 
subsidiaries (hereinafter, also 
“Vittoria Group” or “Group”), 
pursuant to the Legislative De-
cree no. 254 of 30 December 
2016 (hereinafter, also “De-
cree 254” or “Leg. Decree” 
no. 254/16”) implementing the 
Directive 2014/95/EU. The do-
cument refers to the financial 
year ended 31 December 2017 
(period between 1 January and 
31 December).

Drafted to the extent necessary 
to understand the Group acti-
vity, its performance, its out-
comes and resulting impact, 
the NFS addresses the issues 
under Article 3 of the Decree, 
that are relevant in the light of 
the activities and features of the 
undertaking and the stakehol-
ders’ expectations, as outlined 
in the materiality matrix herein.

Given the operational context, 
the geographical area, the type 
of services provided, the cate-
gories of employees and types 
of supplies of Vittoria Group, 
the issue of the respect for the 
human rights is not considered 
material, as it does not expo-
se the company to significant 
risks. It should be noted that 
Vittoria Group operates accor-
ding to a Code of Ethics aimed 
at acknowledging and respec-
ting the human dignity, the 
private sphere and the human 
rights of all individuals. Based 
on this code, it promotes a 
conduct that is ethically cor-
rect, responsible and fair for all 
those working with the Group 
for different reasons. During 
2017, no breaches of the Code 
were reported.

Furthermore, it should also be 
noted that according to the re-
levance analysis of issues un-
der Article 3 of the Legislative 
Decree no. 254/2016, the fol-
lowing issues were deemed si-
gnificant and therefore included 
in this NFS: water consumption 

and emissions of other pollu-
tants besides the greenhouse 
gases.

This Non-Financial Statement 
was drawn up in compliance 
with Articles 3 and 4 of the 
Decree 254 and the “G4 Su-
stainability Reporting Guideli-
nes”, both published in 2013 
by the “Global Reporting Ini-
tiative” (GRI), according to the 
Core option as outlined in the 
table of GRI indicators therein. 
Moreover, this document is 
also referred to the “Guideli-
nes on non-financial reporting” 
(2017/C 215/01) issued by the 
European Commission on 26 
June 2017. 

The scope of the economic 
data is the same of the Group’s 
Consolidated Statement 2017, 
while the scope of corporate 
data and information consists 
of subsidiaries fully consolida-
ted as at 31 December 2017. 
For the environmental data, it 
should be noted that the scope 
of reporting includes only the 
registered office of Vittoria As-

6
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sicurazioni S.p.A., as the con-
sumption of the other offices 
and headquarters were consi-
dered to be not relevant for an 
adequate representation of the 
company business. 

Any further exceptions to this 
scope are properly indicated 
herein. Moreover, with the aim 
of accurately representing the 
performance and granting the 
reliability of data, estimates, if 
any, that are founded on the 
best available and appropria-
tely reported methodologies 
were used as little as possible.

The information herein are pro-
vided, where possible, with a 
comparison to FY 2016, and 
the frequency of this publica-
tion is required on an annual 
basis, pursuant to provisions 
under the Leg. Decree 254/16.

Vittoria Group has envisaged 
a continuous improvement 
process on some of the su-
stainability aspects, in order to 
increasingly adhere to the indu-

stry best practices. To this end, 
some initiatives scheduled for 
2018 are reported below:


	
Refining of the process ai-
med at regulating the gui-
delines, the organization 
architecture and the flows 
underpinning the NFS and 
the analysis process in re-
lation to the needs of the 
different stakeholders.


	
Promotion of the docu-
ments dissemination in pa-
perless mode.


	
Broader mapping of the 
operational risks, including, 
but not limited to, those lin-
ked to the Model 231.

The NFS is a separate docu-
ment from the Governance Re-
port, consistently with one of 
the two options under Article 5 
of the Leg. Decree 254/16. 

This document was approved 
by the Board of Directors of 
Vittoria Assicurazioni S.p.A. 
on 15 March 2018 and was 
subject, in accordance with 
the Leg. Decree 254/2016, to 
compliance assessment by the 
independent auditor Deloitte & 
Touche S.p.A.. The audit was 
performed according to proce-
dures set forth in the “Report of 
independent auditor”, included 
below.  The Statement is publi-
shed on the Company website 
under “Investor Relations\Su-
stainability Report.
For more information on the 
NFS, please contact the fol-
lowing e-mail address:  
IR@vittoriaassicurazioni.it.

* It is estimated that the registered office of 
Vittoria Assicurazioni S.p.A. accounts for at 
least 95% of the overall area of the group 
headquarters.
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IDentIfIcAtIon of      
the stAkeholDers BenchmArk ActIVIty 

wIth the mAIn 
competItors of the 
releVAnte sector

AnAlysIs of 
mAterIAlIty of

 the most releVAnt 
sustAInABIlIty 

Aspects for VIttorIA 
Group throuGh An 

InternAl stAkeholDer 
enGAGement ActIVIty

1 2 3

MATERIAL ASPECTS 

The 2017 Sustainability Report 
outlines how our Group’s busi-
ness is reflected in its econo-
mic, social and environmental 
aspects. The analysis carried 
out reports how each of these 
factors influences the organiza-

tion’s decision-making process 
or affects the stakeholders’ 
trust.

The materiality matrix shows 
the aspects that were identified 
as relevant for the Group and 
reflected the stakeholders’ in-

terests and expectations. 

The process of identifying the 
relevant aspects to establish 
the materiality matrix was divi-
ded into three steps: 

8
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The assignment of priority to 
the 35  identified aspects oc-
curred by involving 28 mem-
bers of the Top Management, 
who, thanks to a questionnaire, 
assessed the relevance of the 
aspects from Vittoria Group’s 

point of view, in terms of eco-
nomic and reputation impact, 
and from the reference sta-
keholders’ point of view. 

Furthermore, individual inter-
views to all chief officers were 
crucial to identify and outline 
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ImportAnt           releVAnce for VIttorIA Group                                               Very ImportAnt

materiality matrix

the Group sustainability stra-
tegy, focusing on its core bu-
siness.

We have therefore identified 13 
material issues, as specified in 
the materiality matrix below. 

Customer Focus

Financial Strength

Governance and Compliance

Environmental Impacts Ethics and Business Integrity

Staff Enhancement and Growth 

Digitiziation and Innovation

Well-being and Work-Life Balance Risk Management
Health and Safety of Workers 

Anti-Corruption
Business Partnerships  

Economic-Financial Performance 

Legend: issues as per Leg. Decree 254/16                 Personal          Social         Environmental         Across-the-board          Anti-Corruption         Health and Safety
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AN HISTORY  
OF VALUES
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OUR HISTORY 

1. An history of values

1968

It took the current 
name “Vittoria
Assicurazioni S.p.A.”

2009

It launched an important
multi-year development
plan of its distribution
network

2015

The sales network to
spread agency models 
more in line with
the market and customer 
needs: the “Lean Agency"

1936

It was renamed
”La Vittoria. Compagnia di

Assicurazioni generali”

1988

It was listed on the Milan
Stock Exchange

2001

It launched the
urban and architectural 

redevelopment plan for the
Portello area in Milan

2017

It drew up its first
Sustainability Report

2013

It exceeded the ambitious
target of 400 Agencies 

throughout Italy 

2011

It settled into the new owned 
head office on the occasion 

of the 90th Anniversary 
since its foundation

The “Italian Excess 
Insurance Company”
was founded in Cremona

1921

2012

It exceeded 1,000 million 
euro of premiums and 
further increased the number 
of agencies on the territory,
adding 100 new
agencies in 3 yaers

1998

It exceeded the target 
of 1000 billion lira of 
premiums
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OUR IDENTITY AND 
OUR VALUES  

Adherence to ethical princi-
ples that we acknowledge as 
identity values – legality, tran-
sparency, accountability and 

honesty - is an undeniable 
commitment for us, because 
these are the core values of the 
Group: 

Our business is always inspired 
by the principles of ethics and 
transparency, and this is also 
reflected in the focus on the hu-
man rights, intended as protec-
tion of the safety at work, he-
alth, human person and dignity, 

and compliance with national 
rules to tackle all forms of unfair 
discrimination. 

Providing excellent services, 
targeting innovation and im-
provement, while always com-
plying with our ethical princi-

ples, is the daily commitment 
of all people working for the 
Vittoria Group, supported by a 
stable shareholding base, with 
a long-term vision.

honesty

leGAlIty

trAnspArency 

AccountABIlIty

Legality, 
transparency, 

accountability 
and honesty: 

the values we 
believe in are the 
basis of our daily 

business
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sense of BelonGInG

 professIonAlIsm

socIAl 
AccountABIlIty 

InnoVAtIon

enhAncement 
of the terrItory

In 2017, the parent company yafa s.p.A. approved the new code of ethics of Vittoria Assicurazioni insu-
rance group: an overall view of the ethical values and responsibilities we identify ourselves, that allowed 
us to achieve important results and are a guarantee of sustainable development.

with the code of ethics, we aim at clarifying and re-affirming the set of principles and rules of conduct 
to all parties with whom we interact every day, whether Directors, members of corporate Bodies, emplo-

yees, agents, consultants, shareholders, clients, suppliers, public Administration, other third parties or the 
broader civil society. this document is made publicly available to the stakeholders and is published on the 
website of Vittoria Assicurazioni. 

Our new Code of Ethics  
more strength to our values 

The core of our Group is Vit-
toria Assicurazioni S.p.A., an 
insurance company that stands 
out for its strong Italian imprint 
and for its noticeable indepen-
dence. With its 96 years of bu-
siness, it has a long experience 
in all risk sectors for the pro-
tection of people, families and 
companies, with a particular 
focus on the quality of the ser-
vices provided and the identifi-
cation of innovative solutions. 
The backbone of the Company 

is the professionalism of the 
employees and the distribution 
network.

Vittoria Group also features a 
particular vocation in the real-
estate sector: through its sub-
sidiaries, Vittoria Assicurazioni 
S.p.A. had a leading role in the 
re-design of the former indu-
strial area Alfa Romeo of Milan. 
In that area that is now known 
as “Portello” there are different 
spaces and pedestrian paths, a 
big fan-shaped inclined square 

surrounded by three buildings, 
including the headquarters of 
Vittoria Assicurazioni, a futurist 
pedestrian bridge and a huge 
public park surrounded by re-
sidential districts.

Yesterday as today, the vision 
of social responsibility and the 
professionalism of a cohesive 
and qualified team, enabled us 
to grow and head towards the 
future, always without compro-
mising our core values.

1. An history of values

14
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gROUP HIgHLIgHTS

599

employees

210.5% 

solvency II ratio*

443

Agencies

2,056,189

customers

361.3 mLn

Distributed economic 
value

900,179

Documents digitally 
signed by customers

24,305

paper reams saved in one 
year  

*Datum estimated as at 31/12/2017

837.2 mLn

compensations paid 
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FROM PRINCIPLES         
TO FACTS: 

OUR gOVERNANCE
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AppoIntments AnD 
remunerAtIon commIttee

InternAl control 
commIttee

BoArD of
 DIrectors

BoArD of stAtutory 
AuDItors 

InDepenDent 
AuDItor

relAteD pArtIes 
commIttee

reAl estAte commIttee

fInAnce commIttee

strAteGIes commIttee

SHAREHOLDERS

RESPONSIBLE gOVERNANCE 

Within the Vittoria Assicurazioni 
Insurance Group, as described 
in the foreword, Vittoria Assicu-
razioni has adopted a traditio-
nal governance pattern, which 
entails complete segregation 
between the management acti-
vity, handled by the Board of Di-
rectors, and the control activity, 
handled by the Board of Statu-
tory Auditors – both boards are 
appointed by the Shareholders. 

The audit of the consolidated 
financial statements of Vittoria 
Assicurazione is performed by 
an external auditing firm, cur-

rently Deloitte & Touche S.p.A. 
in office till 2020.

The Committees established 
by the Board of Directors have 
advisory and decision-making 
functions towards the Board. 
The Strategies Committee is 
also responsible for supporting 
the Board of Directors on su-
stainability issues.

Committees all have their own 
regulations, which define tasks 
and govern their functioning.  

The Board of Directors and rela-
ted Committees of Vittoria Assi-

2. From principles to facts: our governance

curazioni provide guidelines for 
the Group companies’ corpora-
te governance system, defining 
their strategies of development 
and investment, while monito-
ring the internal control and risk 
management system. Actual 
fulfilment and compliance with 
strategic guidelines defined by 
the Board of Vittoria Assicura-
zioni towards the subsidiaries is 
ensured by the presence of Vit-
toria Assicurazioni representati-
ves on the Boards of Directors 
of the subsidiaries.

A stable 
structure: 
a guarantee 
of transparent 
and responsible 
governance
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Since 2007, we have been 
adhering to the listed compa-
nies’ Corporate Governance 
Code approved by the Corpo-
rate Governance Committee 
and promoted by Borsa Italiana 
S.p.A., ABI, Ania, Assogestioni, 
Assonime and Confindustria. 

Vittoria Assicurazioni adheres to 
Ania (National Association of in-
surance companies), by actively 
participating to its works. The 
Managing Director of Vittoria 

Assicurazioni, Cesare Caldarelli, 
is member of the Executive Bo-
ard and of the Executive Com-
mittee of Ania. 

As at 31 December 2017, the Board of Directors, appointed by the shareholders’ meeting held on 27 April 
2016, consisted of 14 members, 5 of which women. three members are 30-50 years old, the other members 

are older than 50. the term of office is three years; therefore, the current Board of Directors will be in office
 until the approval of the 2018 financial statements.

Board of Directors: 
appointment and composition

 

carlo AcutIs

Andrea AcutIs

roberto GuArenA

cesare cAlDArellI

Adriana AcutIs 
BIscArettI di ruffIA

marco BrIGnone

Giorgio costA

lorenza GuerrA serAGnolI

Giorgio mArsIAj

maria Antonella mAssArI

marzia morenA

luca pAVerI fontAnA

Giuseppe spADAforA

roberta urBAn 

 

Chairman emeritus

Chairman

Vice Chairman

manging     
director

director

director

director

director

director

director

director

director

director

director

C = Chairman of the Commitee
The Managing Director is the only Executive Director on the Board. 

All Board members were appointed by majority, except for Mrs. Maria Antonella MASSARI.
Professional profiles of the Directors are available on the website of Vittoria Assicurazioni.
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A wIDe system of GuIDAnce 
polIcIes AnD corporAte 

proVIsIons

four  seconD-leVel 
control functIons

(risk management, 
compliance, Actuarial function,

 Anti-money laundering)

A thIrD-leVel control 
functIon  

(Internal Audit)

A proper orGAnIzAtIon 
system, consIstInG of A 

network of functIons AnD 
responsIBIlItIes

The Internal Control and Risk 
Management System is made 
up of a set of rules, procedures 
and organizational structures 
aimed at identifying, managing 
and monitoring the main corpo-
rate risks related to the Group 
business. 

To this end, the Board of Direc-
tors:


	
defines the guidelines;


	
monitors the adequacy and 
effectiveness of the control 
system, while ensuring that 
company risks are identified 
and managed in a suitable 
manner;


	
monitors the risk appetite 
and tolerance levels;


	
defines performance objec-
tives that are consistent with 
asset levels.

The governance of the Vitto-
ria Group provides that the 
strategies of the subsidiaries 
and resulting risk undertaking 
and management are centrally 
defined at the Company, also 
through the activity of the dedi-
cated Board Committees.

The internal control system is 
structured as follows:

INTERNAL CONTROL AND 
RISK MANAgEMENT SYSTEM

2. From principles to facts: our governance

With its Organization Model 
231/01, the Group identifies, 
assesses, prevents any po-
tential risks, even non-financial 
risks, linked to social and envi-
ronmental aspects such as:


	
Risks of non-respect for 
the individual personality: 
linked to the management 
of employees and people 
working, in any capacity, 
with the Group and related 
to the non-respect for the 
human rights, including the 
workers’ risks. The Group 
ensures a level-playing field 
and promotes a continuous 
dialogue with the social par-
ties;


	
Risks for health and safe-
ty: linked to the protection 

of health and safety in the 
workplace of employees 
and people working, in any 
capacity, with the Group; 


	
Environmental risk: linked to 
the use of energy resources 
(renewable and non-renew-
able sources), for the emis-
sions of greenhouse gases, 
the production of waste and 
its disposal, as well as the 
consumption of raw mate-
rials instrumental to its bu-
siness (paper and toners);


	
Social risk: linked to rela-
tionship aspects with custo-
mers and, more generally, 
with the local community 
towards which the Group 
promotes an economic and 
social development. Thanks 

to a rigorous and honest 
conduct, guided by prin-
ciples of sustainability, the 
Group ensures economic 
stability and profitability in 
the short and long term;


	
Risk in the fight against the 
active and passive corrup-
tion, i.e. relating to possible 
occurrence of events and/
or circumstances in conflict 
with the fight against the 
corruption phenomenon.

By operating only on the na-
tional territory and given its in-
dustry, Vittoria Group is able to 
adequately mitigate the social 
and environmental risks arising 
from the corporate business 
thanks to its internal control 
system.
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ORgANIzATION AND MANAgEMENT MODEL 
PURSUANT TO LEg. DECREE 231/2001

The Organization and Mana-
gement Model is integral part 
of the corporate governance 
and risk management system; 
it outlines the internal control 
and risk management system 
aimed at preventing the occur-
rence of any offences included 
in the reference legislation, with 
particular focus on risks relating 
to Healthcare and Safety and 
Environment.

Since 2004, the Board of the 
Directors of Vittoria Assicura-
zioni has approved the adop-
tion of the Organization and 
Management Model and an 
independent Supervisory Body, 
that can effectively oversee the 
updating of the Organization 
and Management Model and 
compliance with its provisions 
by all corporate bodies.

Main companies of the Vittoria 
Group adopted a specific Or-
ganization and Management 
Model which takes into ac-
count their special business. 
The intermediary companies of 

insurance services adopt the 
Organization and Management 
Model of Vittoria, while the sub-
sidiary real-estate companies 
have an independent Organiza-
tion and Management Model.

The Organization and Mana-
gement Model is structured in 
order to include:


	
the description of the rele-
vant legislation;


	
the description of the offen-
ces within the scope of Leg. 
Decree no. 231/2001. In 
particular, the Organization 
and Management Model, 
with reference to the activity 
performed by the company 
that applies it, identifies the 
areas and processes that 
are sensitive with regard to 
the different types of offen-
ces. 


	
the identification of the Su-
pervisory Body, its functions 

and powers, its reporting 
to corporate bodies and its 
obligations to obtain infor-
mation requirements and to 
verify the adequacy of the 
Model;


	
the arrangements for in-
forming and dissemina-
ting the OMM to all parties 
with whom Vittoria Group’s 
companies establish rela-
tionships, and in particular 
to employees, agents, sub-
sidiaries and external colla-
borators;


	
the identification of a penal-
ty system. 

The Organization and Mana-
gement Model of Vittoria As-
sicurazioni currently in force is 
available on the website of Vit-
toria Assicurazioni under Go-
vernance.

o Zero

Administrative penalties 
for breaches under leg. 

Decree 231/2001 in 2017
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In order to efficiently combat 
corruption, money-laundering, 
and terrorism financing, we 
have introduced policies and 
procedures that define princi-
ples and rules to which the who-
le corporate structure has to 
adhere in relation to anti-money 
laundering and anti-corruption.

These prevention and manage-
ment measures are entrusted to 
the Compliance and Anti-Mo-
ney Laundering function.

anti-Corruption

For the fight against the corrup-
tion, we have provided specific 
Management Models for Or-
ganization and Control, whose 
activities are overseen by dedi-
cated independent Supervisory 
Bodies, which directly report 
to the Internal Audit functions 
(if any) and then to the Board 
of Directors of the companies 
adopting the Organization and 
Management Model.

anti-money 
Laundering

In addition to the Organiza-
tion and Management Model, 
the companies of the Vitto-
ria Group that are subject to 
specific anti-money laundering 
rules have appointed an Anti-
Money Laundering Officer who, 
with the operational support 
by an ad hoc corporate fun-
ction, fulfils the requirements 
set forth by the regulation, such 
as the adequate customer 
due diligence and notification 
of “suspicious” transactions 
identified according to red flags 
provided for by the financial 
regulatory authorities. The Anti-
Money Laundering function is 
also in charge with combatting 
the financing of terrorism, by 
means of same measures im-
plemented for the fight against 
money-laundering. 

The training on the regulation 
relating to anti-corruption, anti-

money laundering and offence-
prevention in 2016 was per-
formed as e-learning. In 2017, 
training relating to Leg. Decree 
231/2007 on anti-money laun-
dering involved 79 resources, 
while the training on the 
231/2001 regulation (i.e. admi-
nistrative responsibility of enti-
ties, comprising the offences of 
corruption and, generally, the 
prevention of the offences set 
forth by the OMM – Organiza-
tion and Management Model) 
was not carried out so as to 
update the new platform accor-
ding to changes introduced by 
the Legislative Decree 90/2017 
implementing the so-called  IV 
Anti-Money Laundering Direc-
tive.

ANTI-MONEY LAUNDERINg AND 
ANTI-CORRUPTION

2. From principles to facts: our governance
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Spirit of cooperation and com-
pliance with the regulations 
have always been the basis of 
our relations with the Regula-
tors.

Compared to 2016, specific 

requests on complaints decre-
ased by 14.9%

Fairness- and transparency-
oriented behaviours, along 
with the professionalism of our 
agency network, allowed us to 

become one of the companies 

with the lowest burden of pe-

nalties in the market. 

RELATIONS 
wITH REgULATORS

 

number of requests from iVaSS

number of iVaSS penalties

iVaSS penalty amount (in thousand of euro)

number of legal actions connected to anti-corruption 
and anti-trust practices

number of requests from CoVip, italian data 
protection authority, aGCm and ConSoB  

average days for processing the requests of the 
authorities

penalties from regulators (CoVip, Garante privacy, 
aGCm and ConSoB) 

complaints

2016

758 

 16 

 74.7 

 0 

0

13.2 

0

2017

645

9

26.8

0

0

10.5

0
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SOUND, STABLE, 
RESPONSIBLE
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443.7 mLn

economic value 
generated

1,321.3 mLn

premiums

90.0%

combined ratio (retained)

77.5 mLn

profit

Source: 2017 Consolidated 
Financial Statements

 

non-Life premiums (direct)

Life premiums (direct)

totAl premIum (direct)

non-Life claims  (direct)

Life claims  (direct)

totAl clAIms (direct)

result from financial instruments and real estate investments

operating expenses

Consolidated result

investments and cash equivalents

technical reserves

Group net equity

 key performance indicators

2016

 1,081.3

184.7

1,265.8

698,3

195.4

893.7

121.4     

278.9

135.4

3,348.9

2,660.1

745.6

2017

 1,148.1

173.2

1,321.3

754.5

187.5

942.0

47.1       

289.8

77.5

3,614.0

2,772.1

828.6

Variaz. %

 6.2%

(6.2)%

4.4%

8.0%

(4.0%)

5.4%

(61.2)%

3.9%

(42.8)%

7.9%

4.2%

11.1% 

performance of 
Vittoria Group 

As at 31 December 2017, 
Group net profit was €77.5 mil-
lion, compared to €135.4 mil-
lion in FY 2016 (-42.8%), which 
benefited from a capital gain of 

€47.0 million for the extraordi-
nary transactions of the sale of 
government bonds

The net result of the insuran-
ce business was €79.0 million 
(139.4 as at 31 December 
2016).

The real-estate sector showed 

a negative result of €0.8 million 
(-4.5 million as at 31 December 
2016).

The services sector showed a 
negative result of €0.3 million 
(profit of €0.5 million as at 31 
December 2016).

€/million

ECONOMIC SOUNDNESS 
AND FINANCIAL STABILITY 

3. Sound, stable, responsible

26
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€ 0.22

proposed Dividend 

10.8%

roe

828.6 mLn

Group net equity

Source: 2017 Consolidated 
Financial Statements

Life Business premiums as at 
31 December 2017 totalled 
€173.2 million, split between 
€59.0 million of recurring pre-
miums and €114.2 million of 
annual premiums.

The total of claims, accrued 
capital sums and annuities, 
as well as surrenders, net of 
liquidation costs, was €111.9 
million.

life Business premiums

Non-Life premiums as at 31 
December 2017 were €1,148.1 
million.

The Non-Life combined ratio 
and the loss ratio retained were 
90.0% and 65.1% respectively 
(Italian GAAPs). The correspon-
ding ratios as at 31 December 
2016 were 89.1% and 63.9% 
respectively.

non-motor lines  321.7 mLn

819.5 mLn  motor lines

6.9 mLn  Specialty lines 

non-life Business premiums

157.6 mLn  i whole- and term life

V Capitalisation   14.9 mLn

iV health (long-term care) 0.7 mLn

Net profit 
of €77.5 

million 
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the direct 
economic value 
generated and 
distributed  

The wealth produced by our 
Group contributes to the eco-
nomic growth of the social con-
text: a fair distribution of the 
Value Generated towards our 
stakeholders, who directly or 

 

fInAncIAl stAtement Items

accrued premiums

accrued claims

Gains and losses from financial instruments and investment property

other gains and losses

economInc VAlue GenerAteD

VAlue DIstrIButeD

VAlue retAIneD By the Group

Added Value  

2017

1,270.0

-890.7

41.9 

22.5

443.7

361.3

82.4

€/million

Source: 2017 Vittoria Assicurazioni Consolidated Financial Statements

 

2016

1,233.1

-866.1

124.9

20.1 

512.0

368.4

143.6

 

Change%

3.0%

2.8%

-66.4%

11.9% 

-13.3%

-1.9%

-42.6 %

indirectly participated to the va-
lue creation, is one of the pillars 
of sustainability of the econo-
mic performance over time.

3. Sound, stable, responsible

We grow and 
let grow: 
the secret of 
the sustainable 
development
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The economic value genera-
ted by Vittoria Group is €443.7 
million and shows the value of 
the wealth produced in the FY 
2017.

Sales revenues have been iden-
tified with earned premiums, 
accounting for €1,270.0 mil-
lion. After covering the costs 
linked to the business, mainly 
identified in the costs linked 

to the payment of claims, ac-
counting for €890.7 million, the 
wealth generated was distribu-
ted among the stakeholders 
that contributed to generate it.

It is therefore partly outsourced 
(distributed value), while the 
remaining part is retained by 
Vittoria Group, in the form of in-
creases of the Net Assets, ac-
cruals, amortization of tangible 

and intangible assets. 

Thanks to our results, we have 
paid more than €61.5 million to 
tax authorities in the last two 
years, helping to support our 
national system, in terms of he-
alth, culture, infrastructure and 
services to the benefit of our 
country.

 

Staff remuneration

agents and other intermediaries

Suppliers

remuneration of the lending capital

remuneration of the risk capital

remuneration of public administration 

external donations

totAl

2017 

 55.9 

 204.8 

 50.9 

 0.3 

 14.8 

 34.4 

 0.2 

361.3

%

15.5%

56.6%

14.1%

0.1%

4.1%

9.5%

0.1%

100%

2016

 57.1 

 190.2 

 49.8 

 2.2 

 14.1 

 54.7 

 0.3 

368.4

%

15.5%

51.7%

13.5%

0.6%

3.8%

14.8%

0.1%

100% 

Value Distributed

€/million

In 2017, 
we allocated 

€361.3 
million outside 

the Group



30

2017

2016

15.5%  Staff remunerationagents and other intermediaries  56.6%

Suppliers 14.1% 0.1%  remuneration of the lending capital

4.1%  remuneration of 
the risk capital

9.5%  remuneration of 
public administration 

0.1%  external donations

15.5%  Staff remunerationagents and other intermediaries  51.7%

Suppliers 13.5% 0.6%  remuneration of the lending capital

3.8% remuneration of 
the risk capital

14.8% remuneration of 
public administration 

0.1%  external donations

3. Sound, stable, responsible

The Value Distributed outside 
Vittoria Group in 2017 was         

€361.3 million, broken down as 
follows:

Value Distributed

In 2017, 
we were 
close to our 
policyholders 
providing 
compensation 
for €837.2 
million
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The main purpose of our in-
vestment management stra-
tegy is to pursue performance 
targets, according to risk ap-
petite and tolerance in order 
to meet the contractual obli-
gations with the policyholders, 
while maintaning an adequate 
profit.

To this end, the management of 
the assets is primarily focused 
on ensuring the capital strength 
of the Company by limiting the 
liquidity risk and the market 

risks. In particular, the capital 
strength is pursued as follows: 


	
by limiting the risk of poten-
tial loss following an adverse 
change in the curve of inte-
rest rates, equity and real-
estate prices, credit spre-
ads; 


	
the financial performance is 
optimized within the limits of 
risks adopted, by focusing 

on the stability of returns 
over time rather than on the 
achievement of high returns 
in limited periods. 

We are medium/long-term in-
vestors and this time horizon 
is taken into account when 
defining the strategic asset al-
location.

INVESTMENT POLICIES

Capital 
strength as 

main goal of 
investment 

management  
a guarantee 

for the 
policyholders
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Responsabili 
perché 
al centro 
di relazioni 
consapevoli 

33

PEOPLE IN THE 
SPOTLIgHT
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customers

humAn resources

shAreholDers AnD 
fInAncIAl communIty

We are aware of the responsibi-
lity we have towards anyone is 
involved – for different reasons 
– in our activities, starting from 
the customers.

The careful analysis of the uni-

verse of the relations we esta-
blish enabled us to map the 
stakeholders and group them 
into categories according to 
their involvement inside the or-
ganization and business.

The result was a clear picture of 
the influence that all stakehol-
ders have on our corporate 
activities and of their specific 
needs when interacting with us.

OUR STAKEHOLDERS 

4. People in the spotlight

AGents AnD 
IntermeDIArIes

BusIness AnD 
professIonAl pArtners

terrItory AnD 
communIty

Aware 
of the 
responsibility 
of our role 

34
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YAFA S.P.A.*

Vittoria Assicurazioni is listed 

on the STAR segment of Borsa 

Italiana.

In order to maintain a constant, 
direct and transparent contact 
with the shareholders and the 
national and international finan-
cial community we have esta-
blished the Investor Relations 
function, which is in charge with 
disclosing reliable information 
on activities, results and strate-

gies of the Group.   

This information is available un-
der the dedicated “Investor Re-
lations” section on the website 
of Vittoria Assicurazioni, and is 
shared with Italian and interna-
tional investors during specific 
meetings.

Over the course of 2017, be-
sides participating to STAR 
conferences held in London, 
we organized meetings with 
key investors, both in Italy and 
abroad.

YAFA HOLDINg S.P.A.

MÜNCHENER gROUP

other strategic 
investments   

services companies

real estate companies

 VITTORIA CAPITAL S.P.A.

VITTORIA ASSICURAzIONI S.P.A.

*Since 29 June 2017 Parent Company of 
Vittoria Assicurazioni group with management 

and coordination activity as under related 
group regulation

100%

activity of investor relations

the structure of the shareholder base 

SHAREHOLDERS AND 
FINANCIAL COMMUNITY 

82%

51,15%8,09%

12%



36

 

gender

men

women

totAl

number of employees per gender and type of contract 

We believe that the value of all 

our employees is one of the key 

successful factors: the work 

organization casts the spotlight 

on the people, and our aim is to 

maximize their abilities to get, 
through their growth, the best 
outcomes for the Group. 

This focus on people is re-
flected in a sound work culture 

based on fairness, professiona-
lism and merit.

Our employees are 599, 98.7% 
of which have a permanent 
contract.

 

2017

430

169

599

 

2016

435

174

609

 

2017

71.8%

28.2%

100%

 

2016

71.4%

28.6%

100%

 

2017

5

3

8

 

2016

3

4

7

 

2017

0

29

29

 

2016

0

17

17

 
Total employees

 
% employees with permanent contract with part-time contract

women

Man

174

435

2017 2016

169

430

609
599

our people 

EMPLOYEES

4. People in the spotlight

599

employees of
 Vittoria Group

98.7%

employees of Vittoria 
Group with permanet 
contract
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hired

Left

employees

trend in the employees’ average age

 

2017

41

48

46

 

2016

35

49

45

Average age

with the aim of promoting as much transparency as possible 
in the communication and sharing of information, we have pro-
vided all company employees with the staff It system which 
promotes technological innovation and enables to access one’s 
own personal details and remuneration data, as well as proces-
ses relating to the management of the employees.

this system of digital communication will be also extended to the 
real-estate companies during 2018.

All information on the rules of conduct, the collective national 
Bargaining Agreement and the supplementary company contract is 
available on “mondo Vittoria”, i.e. a portal dedicated to the emplo-
yees and the sales network of the company.

Staff IT System: 
their growth is our value

People in the 
spotlight: 

 their growth is 
our value
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100%

employees covered 
with collective category 
contracts

established in March 2016 for 
the insurance sector. The new 
agreement further improves the 
previous one, with particular re-
spect to:


	
social security;


	
remuneration;


	
professional growth (e.g. 
training courses, internal 
mobility and permits to wor-
kers-students);

trade union relations 

4. People in the spotlight


	
promotion and protection 
of the physical, social and 
psychological well-being of 
all employees, by ensuring a 
good balance between pro-
fessional activity and perso-
nal and family needs.

We establish relations based 
on mutual trust with our emplo-
yees. With spirit of professiona-
lism, fairness and transparency, 
we are committed to providing 
collective and individual paths 
and working and economic 
conditions that promote well-
being and professional de-
velopment. This approach is 
shared by all Vittoria Group 
companies. 

As a result of the regular dia-
logue with trade union repre-
sentatives, a new Supplemen-
tary Company Contract was 

We provide 
growth paths 
promoting 
personal 
well-being 
and 
professional 
development 
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46

Internal courses provided

hours of training

65

external courses provided

21

Average hours of training 
per employee

57%

employees involved 
in the training

We believe in the strategic 
importance of the ongoing 
training and refresher for our 
people, with the aim of impro-
ving the individual performance 
as necessary condition for the 
company competitive perfor-
mance. 

From the next financial year, 
the training plan designed and 
implemented with the logic of 
Vittoria Assicurazioni will be 
extended to Vittoria Group em-
ployees.

On an annual basis, courses on 
regulatory, technical, language 
matters, and relating to across-
the-board skills are performed; 
in addition to them, a training 
program on “social media” is 
scheduled for 2018.

The training plan also included:


	
training paths for specific 
“population targets” to pro-

vide a high level customized 
training service;


	
targeted interventions, that 
proved to be real drivers for 
the acquisition of skills.

Alongside the traditional 
classroom training, new e-lear-
ning courses were introduced 
in order to carry out innovative 
training activities, both in the 
contents and the form, thanks 
to a modern and interactive 
graphics that enables a more 
dynamic usage. 

As a result of the implementa-
tion of a new “Training Portal”, 
new courses were provided as 
“blended learning” and “gamifi-
cation” in order to promote di-
stance learning.

In the recent years, we have 
developed a systemic appro-
ach of dissemination and ma-
nagement of the digital innova-

oBjectIVe

promoting the issues of digital 
innovation in the company

increasing the skills to develop 
new ideas on digital innovation

DIGItAl InnoVAtIon 
oBserVAtorIes

Participation in the initiative 
of the School of Management 

of Politecnico di Milano

55
resources

150
hours of training

(webinars, workshops, 
publications, press review)

Staff training

tion. Based to the good results 
achieved in 2016 with the exe-
cutive training on “Leadership 
of the Innovation”, we adhe-
red to the “Digital Innovation 
Observatories” in 2017, both 
projects in association with the 
School of Management of Poli-
tecnico di Milano.

The Company had the chance 
to participate to more than 20 
Observatories by taking part to 
Conferences, Workshops, We-
binars on demand and reading 
different publications relating 
to all field of Digital Innovation.  
Specifically, the most popu-
lar Observatories were on Big 
Data, Internet of Things, Mobile 
Payment and Commerce: they 
led to ideas and projects under 
development. 

 12,852

Ongoing 
training, 

a strategic 
choice 

to grow all. 
Together
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gENDER

Men

women

totAl

hours of training vs. worked hours 

POSITION

Employees

Middle managers

Senior managers

totAl

Annual average hours of training per position

2017

18 

30

13 

21

2016

24

18

24

22

gENDER

Men

women

Annual average hours of training per gender

2017

22

21

2016

20

22

 

2016

694,587

258,313

952,900

 

2016

8,774

3,869

12,643

worked hours Hours of training  

2016

1.3%

1.5%

1.3%

% hours of training vs worked hours  

2017

694,317

253,962

948,279

 

2017

9,324

3,528

12,852

 

2017

1.3%

1.4%

1.4%

4. People in the spotlight
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We provide our employees with 
collective and individual growth 
paths and economic and wor-
king conditions that promote 
the well-being and the profes-
sional development.

From next year also employe-
es of the other Vittoria Group 
companies will be involved in 
the professional development 

paths. 

Our people’s potential is maxi-
mised through the creation of 
development paths that enable 
the internal growth and the in-
crease of professional skills.

In 2017, following paths were 
designed and provided:

professional development paths

counseling Area paths

oBjectIVe

acquiring organizational skills

disseminating working tools and 
methods

Leading a working group in one 
project 

tutorInG pAth
getting experience
 in management

9
resources

1
external trainer

24
hours of classroom training 

per person

oBjectIVe

acquiring a managerial and 
professional view

Learning working tools and 
methods

identifying strengths and areas for 
improvement

mentorInG pAth
Conveying and acquiring a 

managerial culture

7
mentees

7
mentors

40
hours of classroom training 

per person

oBjectIVe

developing potential

taking effective actions in the 
company context 

improving performance and 
maximising the individual potential

coAchInG pAth
Improving the managerial skills

1
external coach

27
coachee

7,5
hours of classroom training 

per person


	
Counseling Area Paths;


	
Development Paths dedi-
cated to specific “popula-
tions”;


	
Project Management Path;


	
Technical Area Path;


	
Communication Path.

We value 
people focusing 

on their 
professionalism
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oBjectIVe

Sharing a common culture

Strenghtening the corporate 
identity

performing real corporate projects

increasing specific know-how and 
abilities

VIttorIA cAmpus
Two-year professional

 development path for young 
resources

52
participants in the first   

edition 2014-2016

22
senior resources as     
sponsors and tutors

38
Internal teachers

23
participants in the second 

edition 2016-2018

 17
corporate projects

334
hours of training                  

per person

10
external teachers

8
tutors former participants in 

the first edition of 
vittoria campus

Development paths dedicated to specific “populations”

oBjectIVe

achieving greater awareness of 

Spreading a culture by objectives

developing employees’ skills 

improving team management

 mAnAGer pAth 
Increasing managerial skills

44
managers

24
hours of classroom training 

per person

2
external teachers

4
hours of coaching team

Our first Sustainability Report was drawn up 
with the contribution of one of 2016/2018
Campus projects.
During the eight-month project, the resources 
were  coordinated by one tutor and one sponsor, 
and completed the analysis of benchmark and the 
definition of the materiality matrix.

The first
Sustainability Report

4. People in the spotlight

42
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project management path

oBjectIVe

implementing project management 
tools 

improving communication and 
negotiation abilities 

establishing productive relations 
among people involved

project 
mAnAGement pAth

Improving the managerial skills

12
participants of the first   

edition 2016-2017

24
participants of the second 

edition 2017-2018

40
hours of classroom training 

per person

technical Area path

oBjectIVe

making the handling area aware 
of its influence on the customer 
experience 

aligning the technical skills to the 
portfolio development target

we provide the handling network 
with a tool that promotes 
development of a shared and 
consistent corporate know-how 

technIcAl AreA pAth
Digital path handling area

106
handlers

2
tests

1,5
hours of training per person

web training, newspaper,          
tV news

communication path

oBjectIVe

adjusting the communication 
style to the different contexts and 
recipients

acquiring useful tools for an 
effective management of the 
written communication

Learning essential rules for public 
speaking

communIcAtIon pAth
Understanding and mastering 

the main variables in the oral and 
written communication process 

27
resources

48
hours of training 

5
external teachers
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To spread its image and streng-
then its reputation as employer, 
the Company renewed the 
section “work with us” on its 
website and launched the “Em-
ployer Branding” project with 
the aim of developing different 
initiatives with the university 
world. 

By adhering to the “University-
World of Work Committee” of 
Università Cattolica of Milan, 
Vittoria Assicurazioni has pro-
moted some services, inter alia, 
“Training Point”, “CV Advice” 
and “Job interview simulation” 
to give the chance to young 
university students to acquire 

tools that are useful at the first 
contact with the world of work 
to search for a job and to get 
closer to the university channel 
to select candidates with the 
best skills meeting its needs.  

Vittoria Assicurazioni and the 
Department of Psychology of 
Università di Torino have laun-
ched a research project aimed 
at understanding the dynamics 
connected to the phases of en-
tering a company.

The Company also helped to 
spread the skills by offering a 
scholarship to students enrol-
led in Banking Financial and 

Insurance Sciences at Uni-
versità Cattolica of Milan and 
by promoting curricular and 
extra-curricular internships in 
different department and uni-
versities to undergraduate and 
recent graduate students. The 
activation of the internships has 
the aim of promoting entry into 
the world of work. To this end, 
during 2018 a new cooperation 
with Università Cattolica of Mi-
lan will be started, by entering 
into the network of sponsor 
companies of the Master in 
Compliance in Financial Insti-
tutions.

employer branding

gENDER

Meni

women

totAl

number of interns undergraduate and recent graduate students 

2017

6

6 

12

2016

5

4 

9

4. People in the spotlight

Always in 
contact with 
young people 
and students, 
we build 
opportunities 

44
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population involved in the performance assessment process

On an annual basis, our re-
sources are involved in the 
process of Performance As-
sessment. 

The work of all our employees 
is assessed based on: 


	
targets assigned in the pre-

vious year;


	
relevant activities;


	
know-how related to the 

role held by the resource;


	
abilities.

The use of the Staff IT System 
ensures a great transparency, 
timeliness, efficiency and effec-
tiveness in the process mana-
gement.

 

gENDER

Men

women

totAl

 

2017

92%

79%

88%

 
Employees  

2016

78%

100%

95%

middle 
managers 

2017

95%

100%

96%

middle 
managers  

2016

90%

94%

95%

 
Employees

performance assessment programs

To better share the corpora-
te targets, an incentive-based 
system was applied to all com-
pany staff of Vittoria Assicura-

zioni. During 2018, this system 
will be progressively extended 
also to the real-estate staff.
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All processes of staff manage-
ment, from selection to recru-
itment and for the whole em-
ployment term, are based on 
the respect for the principles of 
non-discrimination and equal 
opportunities, with the guide-

line of assigning responsibility 
roles to resources according to 
their specific skills. 

As for the recruitment of people 
belonging to protected catego-
ries, Vittoria Group complied 
with existing regulatory requi-

rements.

Vittoria Assicurazioni has laun-
ched a leadership training 
project aimed at promoting 
initiatives to support working 
abilities and managerial growth.

employees per position, gender and age range

Average remuneration ratio women vs men  

POSITION

employees

middle managers 

Senior managers

 

2017

85.1

99.7

80.8

 

2016

90.6

101.2

57.8

enhancement of diversity and 
equal opportunities  

4. People in the spotlight

Skills do make 
the roles
we are 
committed 
against any 
discrimination

2017                430

169
130

37

2
Men                       women

172
262

149

26

132

38

2

2016               437

257

151

22

MEN:

Employees

Middle Managers

Senior Managers

wOMEN:

Employees

Middle Managers

Senior Managers

Men                       women

 

POSITION

employees

middle
managers

Senior 
managers

totAl

% total Staff

 

Man

20

0

0

20

3.3%

 

woman

5

0

0

5

0.8%

 

Man

16

0

0

16

2.6%

 

woman

3

0

0

3

0.5%

2017 2016

< 30

 

Man

181

69

3

253

42.2%

 

woman

99

24

0

123

20.5%

 

Man

190

65

4

259

42.5%

 

woman

102

24

1

127

20.9%

2017 2016

30 - 50

 

Man

56

82

19

157

26.2%

 

woman

26

13

2

41

6.8%

 

Man

56

84

22

162

26.6%

 

woman

27

14

1

42

6.9%

2017 2016

> 50

The calculation was made on the basis of the 
total average remuneration: the gross annual 
salary increased by additional amounts such as 
one-off or variable productivity bonuses and all 
additional non-impromptu elements.
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We promote and enhance poli-
cies for balancing professional 
and personal life. 

We acknowldge the value of 
time and quality of life through 
forms of flexibility for start and 
finish work times. Furthermo-
re, the building of Vittoria As-
sicurazioni features a range 
of services and spaces aimed 
at improving the working en-
vironment: an internal well-
equipped gym with the support 
of specialized trainers, a mo-
dern break room with organic 
product distributors and a wide 
and elegant outer area. 

In order to ensure this quali-
ty of life also in the retirement 
period, the Company bears 
the payment of a contribution 
to the complementary pension 
fund.

Well-being and health of the 
employees are protected by a 
series of contributions to sup-
plementary healthcare, also in 
terms of prevention, and by the 
provision of paid leave for me-
dical examinations.

To support the family, we en-
courage part-time working, in 
particular for employees that 
need to care for  school-age 

children and close family mem-
bers that are severely ill or disa-
bled. There are also paid leave 
for childbirths and scholarships 
for employees’ children.

On an annual basis, a variable 
productivity bonus is envisaged 
for the permanent employees of 
the Company, whose amount 
is destined, as choosen by the 
employee, totally or partially, 
for the complementary pension 
fund. There are also subsidized 
loans for the purchase of the 
first home or car.

parental and maternity leave and return to work rate

 

2017

3

1,095

 

2016

2

445

 

2017

1

3

 

2016

1

43

 

MEN

Number of resources

Used days

 

2017

10

20

 

2016

9

20

Parental leave Leave of absence Optional paternity leave

 

2017

2

327

 

2016

0

0

 

2017

13

1,103

 

2016

18

1,163

 

wOMEN

Number of resources

used days

Leave of absence Maternity leave

 

2017

100%

92%

 

2016

100%

89%

 

gENDER

men

women

Return to work rate after 
parental leave 

 

2017

100%

100%

 

2016

100%

100%

 

gENDER

men

women

Retention rate

well-being and work-life balance 

The time and 
quality of life of 

our employees 
are of great 
value to us
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0

tragic Accidents 
2016/2017

5.36%

Absenteeism rate

2

Accidents in office 
(milan and rome 
headquarters)

3

Accidents on the way to 
and from work 

0

occupational diseases

1.05

Accident rate

offices of Vittoria Assicura-
zioni. 

On a regular basis, fire-fighting 
exercises are carried out, moni-
toring time of evacuation from 
the building.

Furthermore, we have adop-
ted a procedure for the selec-
tion of service providers at the 
Company offices, taking also 
into account the criteria rela-
ting to health and safety in the 
workplace. The procedure pro-
vides, for all suppliers, contrac-
tors and sub-contractors, the 
verification of: 


	
the documentation on the 
risk assessment and its ef-
fectiveness;


	
paperwork relating to social 
security and insurance and 
compliance with the rules 
on health and safety in the 
workplace;


	
the training of employees 
that carry out maintenance 
at the offices.

As investor, Vittoria Group 
avails itself of contractors with 
whom, after a selection pro-
cess, turkney contracts are 
concluded. The whole mana-
gement of the building site of 
the real-estate companies is 
performed by the contractor, 
including compliance with safe-
ty regulation and relations with 
any sub-contractors; activities 
carried out at the building site 
are monitored through services 
provided by the subsidiary Inte-
rimmobili, that is entrusted with 
the task to follow the whole 
property investment cycle.

Moreover, our Travel Policy pro-
motes the use of trains and air-
planes rather than the car for a 
higher safety of the employees.

commuting accidents

 

COMMUTINg ACCIDENTS

CITY

Milan

Bologna

Padua

Brescia

Florence

totAl commutInG AccIDents

ACCIDENT RATE*

SEVERITY INDEX**

ABSENTEEISM RATE***

 

men

1

0

0

0

1

2

0.86

0.06

5.36%

 

women

1

0

0

0

0

1

1.58

0.06

5.36%

 

totAl

2

0

0

0

1

3

1.05

0.06

5.36%

2017  

men

2

1

1

1

0

5

1.44

1.07

5.24%

 

women

1

0

0

0

0

1

0.77

1.07

5.24%

 

totAl

3

1

1

1

0

6

1.26

1.07

5.24%

2016

health and safety 
in the workplace

4. People in the spotlight

* Calculated: (number of accidents/
worked hours) *200,000

** Calculated: (lost days for accidents/
workable hours) *200,000

*** Calculated: (days of absence/workable 
days) *100

Lost and worked days were calculated according to an estimate for data relating to staff employed in the real-estate sector (46 
in 2017 and 67 in 2016). Furthermore, estimates were used to determine the lost days and the absenteeism rate per gender.

We pay 
special attention 
to details 
to provide our 
employees with 
the highest 
safety levels 

Measures we have taken to 
provide better working condi-
tions resulted in a decrease in 
the price of INAIL premiums, 
which acknowledges the dif-
ferent improvement actions for 
the safety and health condi-
tions  in the workplaces under 
relevant legislation. 

Key actions are: 


	
use of ergonomic mice, 
keyboards and workstations;


	
automated lightining and 
air-conditioning systems to 
ensure a comfortable wor-
king environment;


	
sanification tecniques of the 
air-conditioning systems on 
an annual basis, to prevent 
the proliferation of bacteria 
in the systems;


	
installation of two automa-
ted defibrillators at the head 
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Garantire ai 
clienti 
un servizio di 
qualità è 
prendersi cura 
di loro, ascoltare 
le loro esigenze

fIrms AnD 
professIonAls 

type of customers

CUSTOMERS

memBers of entItIes 
AnD AssocIAtIons

reAl-estAte 
customers

puBlIc AnD prIVAte 
employees

memBers of ArmeD 
forces AnD puBlIc 
securIty forces 

fAmIlIes
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329,375

customers registered to 
the reserved Area

216,254

Downloads of 
myVittoria App

74,793

calls to toll-free 
numbers

sms

e-mAIl

Deadline alert

promotions from 
management

promotions from Agency

receipt of contractual 
documents

Deadline alert

promotions 
from Agency

notification of 
claim handling

peccomplaints

We carefully listen to the cu-
stomers’ voice, to explore and 
better understand their needs, 
through the different channels 
with whom it is possible to inte-
ract with our organization.

With this goal, we have inve-
sted, alongside a expert part-
ner, in the implementation of 
a tailored platform of telepho-
ne Help Desk, that allows us 
to provide clear and timely 
answers, while analyzing the 
requests in order to improve 
the service levels. The service 

is totally free for the customers 
and is granted by three dedica-
ted free-toll numbers according 
to types of customers.

In 2017, 74,793 phone calls 
were handled, 94.97% of which 
were solved at first level, i.e. 
providing immediate feedback.  

Customers can contact us and 
ask for information also by me-
ans of digital channels such 
as the website or MyVittoria, 
the app for smartphones and 
tablets: it is possible to make 

open or guided requests on the 
website, or simply share com-
ments, while on MyVittoria, it 
is possible to leave feedbacks 
that are timely received.

We listen to our Consumers’ 
voice also and foremost throu-
gh our distribution network with 
which there has always been a 
very close relation in terms of 
interchange of information on 
our mutual customers. 

In addition to the traditional 
channels, we communica-

proximity to Vittoria customers

4. People in the spotlight

Providing 
the customers 
with a quality 
service means 
taking care 
of them, listening 
to their needs
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Deadline management

lookup policy portfolio

online renewal payment

personal data change

consent management

status claims and faults

mtpl 
 claim reporting

roadside assistance

Vehicle lookup service

partnered centre 
geolocalization

parking geolocalization

policy portfolio
for consultation

online payment 
of renewals

Download of 
policy documents

personal data change

Deadline management

consent management

services for camper vans

points-of-interest 
geolocalization

Vittoria agency
 geolocalization 

claims adjustment centre 
geolocalization

status claims and faults

points balance Vittoria                    
Doppio Vantaggio

helpful numbers

myVIttorIA
App

it allows to report a motor tpL 
claim in few steps. in case of 
road accidents, it is possible 
to gather information of the 
parties involved, indicate the 
dynamics of the event and 
enclose any pictures of the 
accident

users that purchased 
the roadside assistance 
guarantee can ask for the 
intervention of a tow truck, by 
providing some simple data. 
Geolocalizing their position, 
the operating centre will 
contact the user to provide 
assistance

entering the plate number of 
any vehicle it is possible to 
check whether it is insured. 
the service is particularly 
useful in case of road 
accident.

the function enables a 
detailed search for partnered 
centres (bodyshops, repair 
stations for vehicle glazing, 
healthcare facilities) via 
geolocalization, or freely on 
the whole trusted network of 
Vittoria assicurazioni

it enables to geolocalize 
and saves the car location 
as soon as it is parked. to 
reach the saved location 
just click on “take me to the 
location” which will guide the 
user providing the necessary 
instructions

Download of 
policy documents

reserVeD 
AreA

te with our customers using 
the latest telecommunication 
technologies and loyalty pro-
grams.

Besides providing the customer 
with a comprehesive and tran-
sparent information service, the 
use of these tools has positive 
and environment-friendly im-
pact, thanks to the following lo-
wer consumption of paper and 
reduction of displacements.

In particular, we use the fol-
lowing tools:
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With the aim of improving the 
communication with custo-
mers and services dedicated 
to them, we will pursue the fol-
lowing goals for the future:


	
managing fast and easy re-
porting of a claim and rela-
ted request for compensa-
tion;


	
extending the service for 
claim reporting via “MyVitto-
ria” app also for Other Mo-
tor and Non-Motor lines of 

business (Householder, He-
alth, Accident policies, etc.)    


	
performing actions, such as 
the temporary suspension 
of the car and motorcycle 
insurance policies, the 
switch of the funds for the 
financial insurance policies 
or the payment of additional 
premiums on Life business 
policies.  

Besides enabling customers to access many services, and with the aim of creating value for 
them, we have launched different prize contests and initiatives to enhance customer loyalty

Building customer loyalty 
Our prize contests

VIttorIA
DoppIo

VAntAGGIo

points collection based on virtuous behaviours 

prIze

points to be changed into discounts on the premiums of policy 
or to be used to get prizes from a catalogue

lA VIttorIA
In tAscA

For motor policyholders 

prIze

Free mtpL for a period of time equal to the average life of the car 

VIttorIA 
numero 

uno

For Customers and prospects 

prIze

Coupon to purchase an mtpL policy upto maximum 500 euro a year 
per 8 years destined for 2 winners

4. People in the spotlight
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monthLY paYment

  

   
1,070

  
Vehicles with only electric 

power in portfolio

Vittoria Con te

The insurance business has a 
double social function: trasfer-
ring the policyholder’s risks to 
an entity that can face them 
and supplementing the public 
welfare system, not always 
proportionate to the needs, by 
contributing to the costs arising 
from non self-sufficiency.

Different measures implemen-
ted move in this direction:


	
the Long Term Care (or LTC) 
Life business policy, dedica-
ted to that population that 
needs to protect its assets 
or standard of living in cases 
of non-self-sufficiency;


	
monthly payment of the 
premium, that facilitates the 
access to insurance covera-
ges;


	
incentives for vehicle with 
low environmental impact, 
with tariffs reduced upto 
50% for electric vehicles, 
compared to those applied 
to petrol car;


	
implementation of a new 
sales system, called “Vitto-
ria Con Te”, by which the 
policyholder can choose the 
guarantees to be included in 
the insurance package. The 
main objective is to customi-
ze the insurance coverages, 
while changing the sales 

Vittoria product portfolio

philosophy: it will no longer 
be the policyholder to adjust 
to the product, but it will be 
the customer to make it up, 
by tailoring all guarantees to 
his/her needs;


	
the provision of targeted 
and affordable products de-
stined for particular socially 
relevant categories, such as 
the Armed Forces and the 
Public Security Forces and 
Confcommercio, that may 
benefit from specific insu-
rance coverages in the per-
formance of their peculiar 
tasks;


	
agreements with the mem-
bers of Italian Touring Club, 
entity that historically pro-
tects the Italian cultural and 
environmental heritage.

Awareness 
of our role. 

Social relevance 
of insurance 

companies 
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Vittoria for people and families 

We pay special attention to this 
customer segment by offering, 
besides the traditional insuran-
ce coverages, forms of assi-
stance for categories of people 

in need of more protection, 
such as seriously ill or non-self-
sufficient people, disabled and 
children.

These types of policies include:

LtC product whose performance is to provide an “annuity”, to supplement 
the family income, if the conditions of non-self-sufficiency of the customer-
policyholder are established. 
the guarantee is therefore aimed at covering expenses relating to 
assistance (tuition of the nursing home, specialist nursing and medical 
staff, supporting equipment) and at financially supporting the family 
members, in case of serious invalidity, while allowing to preserve one’s 
economic independence. 
the policy “Vittoria Fianco a Fianco” gained the first position in the ranking 
of LtC guarantees available on the market, as a result of an independent 
analysis carried out by altroconsumo in 2015.

VIttorIA 
fIAnco A fIAnco

in addition to the traditional coverages of fire and theft at home, coverages 
relating to "natural disasters", such as earthquake, flooding and damage 
caused by heavy rains and wind can be included.

cAsA e protezIone 
Delle fAmIGlIe

Guarantees are offered to provide additional help in case of serious 
invalidity such as the reimbursement of home and car adjustment costs. 
Furthermore, brand new on the market: in a single contract, there is the 
possibility to insure an "annuity" in case of accidents leading to the loss 
of self-sufficiency or serious invalidity. in the product called “infortuni 
Globale”, the coverage is also extended to the "voluntary activities" 
performed by the policyholder. Specific guarantees are also added to 
protect children: in case of death of both parents, the capital is paid with a 
surcharge of 100%. moreover, there is a "bonus" for recoving the loss of 
the school year due to the accident.

InfortunI

in the most traditional Life business product in case of death, thinking of 
the real needs of its customers, we provide a tariff with a new important 
feature in terms of payment of the capital insured. Capital insured is paid in 
case of death of the policyholder or in case of permanent invalidity, and the 
recipient can choose, alternatively, between these options:
 receiving the capital insured in a single payment;
 getting a temporary annuity by overvaluing the capital by 5%. the 

purpose of this second solution is to supplement the recipients’ income 
in case of death or to bear the recurring expenses relating to invalidity.

VIttorIA 
tutelA futuro DoppIA 

protezIone

4. People in the spotlight
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Vittoria for the companies

useful product both for intergenerational transfer, and to supplement 
the income without losing the residual capital. it is aimed at paying an 
immediate annuity to the policyholder, with a coverage in case of his/her 
death to the designated recipients.

VIttorIA formulA 
renDItA plus 

Besides providing a more comprehensive coverage for the reimbursement 
of health expenses, this elite product ensures preventive health services 
for the diagnosis of potential harmful diseases, offers some additional 
welfare services, such as home visits by a doctor, addresses for urgent 
drugs abroad, one patient transfer from abroad, an interpreter at disposal, 
telephone advice by general and specialist doctors, and a second medical 
opinion.

rImBorso spese 
sAnItArIe elIte

innovative guarantee for the motor tpL market, that in case of involuntary 
unemployment or termination of work due to accident, reimburses the 
premium of the motor policy and the vehicle excise duty for the year 
following to that of the event. 

lIneA strADA 
lIfestyle AnD 
lIfestyle plus

Guarantee that is aimed at restoring the company in financial distress to 
the financial situation it would have experienced if the claim had never 
arisen. the specific compensation enables the company that has been 
damaged to recover economically, as well as to safeguard employees’ jobs.

DAnnI InDIrettI

product dedicated to the renewable energy world, set to covering damage 
to photovoltaic plants (which produce electric power) and solar plants (that 
can be used only to heat water of private users). the guarantees covers 
the damage caused by fire, theft, earthquake, flood and other extreme 
weather events. For the photovoltaic plants, the coverage can be extended 
also to the lost revenue of the plant owner, arising from energy production 
shutdown as a result of a claim. 

All rIsks enerGIA 
solAre
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146

settlers and adjusters 

1.560 

partnered bodyshops

364

maedicolegal experts 
and lawyers

5

partners for the 
management of glazing 
and hail claims

316

external experts

speeD
in settlement 

QuAlIty
of the assistance 

and services provided in 
case of claim

Claims settlement 

Claims 
settlement 

is when the 
customer is in 

most need of 
support

Factors we focused on to en-
sure the best satisfaction of our

Attention to these two aspects 
has allowed us to strengthen 

Speed

The Speed in settlement is 
granted by an extensive net-
work of adjusters and settlers 
of Management, supported by 
a series of external experts and 
professionals, located throu-
ghout Italy.

Processing was further stream-
lined thanks to the demateria-
lization and digitization of the 
whole process of claims mana-
gement. 

To ensure the highest quality 
of the services provided and 
to focus on the different needs 
of the customers, we are com-
mitted to multi-channels and 
technology.

Innovation at the service of the 
customer includes also the way 
by which it is possible to report 
the claim, i.e. by means of the 

relevant Agency or the toll-free 
number, but also through the 
dedicated function “SOS open 
claim” on “MyVittoria” app.

All processes relating to the 
claim, from reporting to pro-
cessing and settlement, have 
been integrated online through 
our management system cal-
led “NewAge”, which provides 
oversight and control of all ac-
tivities performed by the parties 
involved in the claim process.

Moreover, the dematerialization 
of documents accelerates the 
claim management process by 
avoiding dispersive searches 
and concentrating all materials 
in one management system. 
The integration of the systems 
dedicated to the employees 
avoids duplication and dissemi-

nation of materials, as set forth 
by the data protection legisla-
tion, to unauthorized parties.

In case of damage caused by 
soaking and electrical pheno-
mena, the suppliers we select 
go to the customer’s and throu-
gh innovative procedures can 
repair damaged piping in one 
day. The customer can also be 
contacted via computer and 
let a qualified technician do a 
video technical assessment of 
the items damaged, avoiding 
in site inspection by a technical 
and shortening significantly the 
claim settlement.

4. People in the spotlight

policyholders are:

and reinforce the relationship 

with our policyholders.
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316,552

claims managed in a year   

246,953

claims paid 

18 daYS

Average time in 
the management of a life/

non-life claim  

  1.537

customers that used 
myVittoria App to report 

an mtpl claim or ask for 
roadside assistance  

And we always 
pay great 
attention 
to procedures 
and 
timeframes 
at this stage

Quality

The Quality of the assistance is 
provided with a careful selec-
tion of suppliers and partners, 
that are required to adhere to 
our standards for work time-
scales, service to the customer 
and procedures to interact with 
customers/damaged. On a re-
gular basis, quality audit and 
control activities are performed 
on all staff with indication of 
areas for improvement.

Entry into the Supplier Regi-
ster occurs, for each supplier, 

after a series of formal checks 
on their data and visits at the 
facilities o professional offices. 
For the bodyshops, the photo-
graphic documentation of the 
whole facility is acquired, and it 
is required to fill in questionnai-
res to record all technical data.

Experts, doctors, lawyers and 
insurance investigators are 
properly trained to use Vittoria 
application programs.

These are all activities that ena-
ble us to provide, compared to 
the market, a better and timely 
service in the claim manage-
ment.

Our excellence services include 
products that provide "direct 
assistance" to solve the prac-
tical needs of the policyholders 
at the same time as it is nee-

ded. Consider, for example, as 
for the person, the emergency 
vehicles or the assistance of 
medical staff, or as for the 
home, the deployment of spe-
cialized craftsmen and techni-
cians for claims on buildings or 
the dispatch of security guards 
in case of theft.

In the policies “Globale Fabbri-
cati”, a specialized company is 
made available to the policyhol-
der. This company identifies the 
breakage in the floor water sy-
stem, enabling in many cases 
to carry out the repair without 
the need of demolition inside 
the house, with potive impacts 
also on the environment, as 
inert materials to be disposed 
are not produced.
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Complains management is 
performed by the Complaints 
Department of Vittoria Assicu-
razioni, which receives:

complAInts AnD All 
reQuests from the 

reGulAtors 
 IVAss - consoB  

AGcm - GArAnte prIVAcy

reQuests for 
InformAtIon from 

customers AnD 
non-customers 

The Complaints Service adhe-
res to a specific management 
policy based on timeliness, 
fairness and transparency, with 
particular focus on the custo-
mer satisfaction.

In order to identify beforehand 
the reasons that may lead to a 
complaint, in 2017, the Com-
pany launched the project cal-
led “A portata di mano”, so as 
to adopt measures for impro-
ving the services and products 
provided.

requests for 
information 

In 2017, the Complaints Ser-
vice managed, in accordan-
ce with ISVAP Regulation no. 
35/2010, 1,821 requests for in-
formation from the Company’s 
Customers. 

The Complaints Service recei-
ved about 600 requests for in-
formation from non-customers 
of the Company to whom it 
provided a written feedback.

complaints 

No. complaints

No. average days of processing

% accepted complaints 

 

2017

4,024

12.7

12.5%

 

2016

3,944

13.4

20.2%

 

Change

2.0%

-5.2%

-7.7

requests for information  

No. requests handled 

No. average days of processing 

 

2017

 1,821

 5.99

 

2016

1,181

       7.1 

 

Change

 54.2%

 -21.3%

Complaints management 

4. People in the spotlight

Complaints

Processing time is well below 
those established by the regu-
lation, which allows the Com-
panies to answer to complaints 
in 45 days.

The highest number of com-
plaints relates to the anomalies 
at the outlet (Agency) and ano-
malies in the Settlement Area.

Customer privacy  

To ensure the protection of per-
sonal data of the Customers, 
Agents and Employees are pro-
perly trained.

Please note that in 2017, as in 
2016, there were no complaints 
on Privacy protection.

reQuests for Access
 to the Documents

 on mtpl clAIms

Timeliness, 
fairness and 
transparency: 
each complaint 
to be managed 
is an occasion 
to focus on 
customer 
satisfaction
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lified third companies of the 
industry.

Our people support with gre-
at attention those that wish to 
purchase one of our housing 
solutions, by providing a real 
customized consultancy and 
ongoing assistance till the no-
tary deed. Customers are sup-
ported in the choice of the pro-
perty unit that best suits to their 
needs, even alongside furniture 
proposals if needed, and in all 
concerning the stage on nota-
ry deeds for the purchase, in-
cluding any information on the 

best mortgage loans available 
on the market. 

The Customer can count on 
comprehensive and ongoing 
assistance, via phone, e-mail 
and at the offices where quali-
fied staff is at disposal.

Furthermore, customers can 
avail themselves of a legal 
advice department, in charge 
with the drawing up of manda-
tes, deeds of covenant, notary 
deeds, and anything else is ne-
cessary for the sale/purchase 
operations. From the first con-
tacts, the owner and the buyer 
are specifically informed about 
the regulations governing the 
property transfers.

proximity to real-estate customers

Our operating philosophy is 
based on ethics and quality of 
customer service with the view 
of ensuring partnership.

The infrastructure manages 
about 3,000 property units and 
follows the urban development 
of five different geographical 
areas, located in Milan, Parma, 
Turin and Rome. 

Since 2017, part of the sale 
mandates is entrusted to qua-

We assist 
the Customer 

throughout all 
the stages of 

purchase of one
of our properties
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nized, whereby the “Report on 
the real-estate market of Milan 
and the Metropolitan Area” was 
presented. The event focu-
sed on the concept of “Smart 
City”, which invests in the hu-
man and social capital, in the 
participation processes, in the 
infrastructure, with the aim of 
fueling a sustainable economic 
development.

The corporate marketing stra-

tegies are increasingly focused 
on web-oriented advertising 
campaigns, to combine the 
company’interest in the new 
technologies with the envi-
ronmental sustainability, thanks 
to the reduction in the use of 
paper materials.

Sales initiatives

In 2017, we had about 2,000 
first visits.

To facilitate the direct rela-
tionship with the customer, we 
performed different promotio-
nal activities that were concei-
ved ad hoc for each property 
operation: open houses, confe-
rences, sponsorships.

In 2017, in association with a 
leading industry Research In-
stitute, a conference was orga-

4. People in the spotlight
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443

number of agencies

1,099

number of sub-agencies

  573

Agents

  4,754

total intermediaries (regi-
stered and not registered 

in the ruI – single register 
of Intermediaries) 

Our network stands out for 
its professionalism, that is the 
cornerstone of the process of 
insurance risk assumption, as 
well as for the attention and fo-

cus on customers. The consul-
ting activity is especially aimed 
at managing, with increasingly 
innovative tools, and identifying 
the insurance needs of our cu-
stomers.

51 AgENCIES

SOUTH AND ISLANDS

267 AgENCIES

north

125 AgENCIES

CENTRE

the presence on the territory

AgENTS AND INTERMEDIARIES Professionalism 
and attention.

 These are 
the qualities 

that make the 
agency network 

the privileged 
channel to 

interact with the 
customers 
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 17,718 

participants. 7.853 of      
which in classroom

� 450,000

total training investment

62,824

hours of classroom 
training

9,968

hours of training on the 
territory

119

courses available

weBInAr
trAInInG

trAInInG 
portAl

clAssroom
trAInInG

onlIne
self-trAInInG

agency training

annual training 
plan

We prepare each year a speci-
fic training plan, in line with our 
sales strategy, destined for the 
sales network; since 2016, we 
have chosen to include also the 
agencies’ employees in the on-
going training, to align the skills 
to all corporate standards. 

To provide the utmost attention 
and best promote the transfer 
of know-how, we rely on:


	
a team of internal trainers 
that provide a highly specia-
lized ongoing training on to-
ols and insurance products;


	
specialized Management staff 
for refreshers on the new 
industry regulations;


	
external professional trai-
ners on specific issues rela-
ting to insurance and mana-
gement areas.

In addition to more traditional 
classroom courses, trainers 
support the agencies with re-
mote tutoring and onsite sha-
dowing. 2017 was the year of 
digital innovation even for trai-
ning, which planed a series of 
courses and workshops on the 

territory with the aim of facilita-
ting the spread and knowledge 
of digital tools that the Manage-
ment made available to the sa-
les network (NAM, CRM-PUC, 
POS etc.).

The introduction of these new 
digital tools resulted in a new 
application framework of the 
sales processes which “ac-
companies” the Customer all 
through the life cycle by pur-
suing one goal: improving the 
relationship with the Customer.

4. People in the spotlight
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InternAl
eXperts

on regulations

eXternAl
eXperts

on products and tools

sAles
network

digital training 

We boost the growth of the sa-
les network and its know-how 
also with online courses.

Furthermore, through the new 
“Portale Formazione" (training 
portal), it is possible to rely on 
an innovative and modern sy-
stem that plans multimedia-ba-

sed training paths and makes 
the most of the new technolo-
gies to provide a training model 
which includes mobility. 

Since 2016, we launched dif-
ferent courses as “webinars”, 
i.e. a method that enables the 
teacher to interact with learners 

in a virtual classroom. This trai-
ning platform can extensively 
reach the whole network and 
makes it possible to gradually 
reduce the consumption and 
indirect costs related to logi-
stics and transportation.

We feed 
the growth of the 

sales network and 
its skills also 

through online 
courses
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customer
 relAtIonshIp 
mAnAGement 

( crm )

newAGe moBIlIty 
( nAm )

GrAphometrIc 
sIGnAture 

Services supporting the agency network  

Our Company’s core system 
called NewAge was establi-
shed early 2000 to manage 
the policy portfolio. It was de-
signed and created in-house to 
have a real online system that 
connects in real time the Ma-
nagement with the agencies, 
adjustment centres, sales part-
ners, and is aimed at handling 
multiple lines of business, as 
well as our products and rela-
ted sales processes, after-sale 
and all activities linked to claims 
management. 

In the light of improving the to-
ols available to our distribution 
networks, taking into account 
the evolving needs of the cu-
stomers and the new digital in-

teraction ways, we have intro-
duced new IT systems in recent 
years.

An agreement concluded with 
the Group of Agents of Vittoria 
has allowed to equip the who-
le distribution network with ul-
tramodern tablet PCs, ideal to 
complete the sales processes 
by gathering the graphometric 
signature, even outside the 
agency premises, and making 
the most of the new mobility 
solutions.

The “NewAge Mobility” ena-
bles, in a few simple steps, 
the proposal of packages of 
guarantees preset with an in-
teractive tool that gives the 

policyholder higher awareness 
and clarity.

Furthermore, the new “Custo-
mer Relationship Management” 
was spread. This is a tool that 
enable agents to manage com-
munications on the notices of 
policy expiry and to propose 
marketing initiatives to the cu-
stomers. 

A further innovative solution for 
the network is the graphome-
tric signature, first used to con-
clude agreements, and later 
introduced also to streamline 
some administrative processes 
between the Management and 
the agencies.

4. People in the spotlight
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81% 

Agencies involved:         
accounting for 318 

agencies (159 of which
 in 2017

20

working team

2st phAse:
sAles trAInInG 

pAth

2

Communication 
with agents

1st phAse:
ImproVement 

of operAtIonAl 
processes

1

agenzia Snella project 

Targeted initiatives have been 
implemented to improve the 
effectiveness of our distribution 
network, through a program 
designed to help the sales 
outlets to handle and increase 
their distribution activities. 

Already in 2014, we launched 
an important five-year project, 
destined for all agencies, and 
aimed at streamlining operatio-
nal and administrative proces-

ses of all sales outlet, focusing 
the resources on sales and 
customer support activities. 
The goal is to provide an ever 
higher quality service, with a 
strong footprint of consultancy 
by strenghtening the expertise 
of agents and agency staff. 

To achieve this ambitious goal 
we set up a team that dealt 
with improving the operational 
and administrative processes, 

also by outsourcing operational 
processes to the Consortium 
of Insurance Services, an enti-
ty that groups all agencies and 
provides support to them for all 
non-sales activities that can be 
carried out remotely. Then we 
launched a sales development 
path, divided into specialist 
training, shadowing and onsite 
support and handled by exter-
nal training providers. 

Attention towards our Network 

is also shown through regu-

lar meetings organized on the 

territory to explain corporate 

projects and strategies to the 

agents. 

In February 2017 the second 

Convention of Vittoria Assicu-

razioni took place in Rimini, an 

event that involved more than 

2,000 intermediaries, including 

agents, subagents, and for the 

first time, also more than 400 

agency employees, selected 

from among the employees 

that particularly stood out for 

sales activities.
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23.694

policyholders belonging 
to AclI

47,008 

members and employees 
of touring club Italiano

262,047 

members of Armed forces 
and public security forces

5,142

confcommercio 
companies

81,290

camper crews

Business partners 

BUSINESS AND 
PROFESSIONAL PARTNERS  

the commitment and the civil and social participation, the attention to 
the landscape and environment, the love for our Country are accepted 
and shared values based on our long and sound partnership with touring 
Club italiano, a non-profit association, which since its foundation in 1894 
is committed to making the italian territory known and protecting it by 
spreading a conscious and responsible travel culture.

the first Company’s relation with touring Club italiano went back to 1934 
and restarted with the important agreement signed in 1995 that is still in 
force. over the years, the partnership has become increasingly consolidated 
and led to different agreements with the aim of providing the community 
with the sinergy of both entities.

in late 2017, over 47,008 tCi members and employees entrusted Vittoria 
assicurazioni with the safety of their families, assets, welfare or business.

VIttorIA AnD 
tourInG 

cluB ItAlIAno

the relation with the world of defence is the confirmation of reliability and 
consideration to the highest institutional levels that the Company has earned 
over the years. when the first Gulf broke out in 1990, Vittoria assicurazioni 
was committed to insuring the soldiers of esercito italiano on behalf of 
the ministry of defence, and so it was later for other important military 
operations, such as the missions in Somalia, in Croatia and Bosnia, in 
Kosovo, in afghanistan. 

the current partnership with the armed Forced and the public Security 
Forces involves 262,047 customers belonging to the italian defence general 
staff (esercito, marina, Carabinieri, aeronautica), Guardia di Finanza, polizia 
di Stato, Vigili del Fuoco, that choose us for the quality of service and 
exclusive offers to protect all aspects of their working and private life.

VIttorIA AnD 
ArmeD forces AnD 

puBlIc securIty 
forces

The possibility to offer customi-
zed products and identify tar-
geted solutions is also reflected 
in the company’s ability to se-
lect the partners for important 
business relationships, to the 
benefit of the service and qua-
lity of products for our custo-

mers and community.

We have many conventions 
and partnerships underway, 
both nationally and locally, lin-
ked to trade associations or 
other entities, to which we offer 
privileged economic conditions 
and services; these include 
ACLI (Italian workers Christian 

associations), ANCC (National 
Association of camper owners), 
Confcommercio, Armed Forces 
and Public Security Forces, 
Touring Club Italiano.

A comprehensive list of national 
partnerships is available on our 
company website; below is a 
description of the more establi-
shed relations of the Company.

4. People in the spotlight
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We establish close business re-
lationships of different kind eve-
ry day, purchasing goods and 
services for the performance of 
our company activities. 

The Organization and Mana-
gement pursuant to Legislative 
Decree 231/2001 governs the 
purchase of goods and servi-
ces, by including it in the so-
called “sensitive” processes, as 
this activity can be instrumental 
to the commissio of crimes in-

volging the Public Administra-
tion.

We therefore adopt a procure-
ment procedure, which provi-
des control and prevention ar-
rangements for said offences, 
by checking that the supplier 
fulfils the requirements of pro-
fessionalism, integrity and also 
financial standing. 

Professional partners also in-
cludes Vittoria Assicurazioni 
trustees such as lawyers, ex-
perts, insurance investigators, 
medicolegal experts. 

For a better interaction with 
the Company and in order to 
better satisfy the customer’s 
needs, we have developed the 
“SUF”, i.e. the unified website 
of trustees, which enables the 
trustees to better and autono-
mously handle their activities, 
with positive environmental and 
human impacts.

Professional partners sign an 
agreement defining the ex-
pected levels of services and 
full compliance with the Code 
of Ethics of Vittoria Assicura-
zioni Group.

professional partners and responsible 
procurement policies  

the agreement with Confcommercio was established in 2007 with the 
purpose of becoming leading insurer for the confederation and for over 700 
thousand italian associated enterprises, by providing an exclusive package 
deal designed to meet their most different coverage needs. at operational 
level, the strategy provides to establish relations between Confcommercio 
territory representation system and Vittoria sales network and to share 
suitable initiatives for associated enterprises.

to date, the convention has 5,142 Customers including Confcommercio 
employees, associated companies and their owners, professionals and self-
employed workers that rely upon us every day for the protection of their 
business, enterprises and families.

VIttorIA AnD 
confcommercIo

Vittoria assicurazioni has established a multiannual and profitable 
partnership with anCC, the italian association of camper owners, that is 
aimed at pursuing the utmost satisfaction of the motorhome families by 
providing an ever-greater range of solutions for any needs.

this partnership led to the motorhome policy called “Linea Strada inCamper”, 
as a result of the experience of “real” camper owners and the expertise of 
Vittoria assicurazioni technical staff, that are able to meet the expectations 
of the most demanding camper owners, because it is designed thinking 
about their real needs.

in late 2017, there were 81,290 italian crews entrusting the coverage of 
their motorhomes and families to Vittoria assicurazioni.

VIttorIA AnD 
Ancc

Sure of our 
value, 

we choose 
partners to work 

with for the 
benefit of the 

community 
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our role in the re-design of
the urban landscape

TERRITORY AND COMMUNITY

residenze Viale michelangiolo, a new residential complex, characterized 
by modern architectural lines, but with references to a small ancient 
town, was built following the current housing needs of energy saving and 
technological research.

florence

The preservation of the natio-
nal heritage, the enhancement 
of the environment and social 
responsibility promote a real 
exchange with the communi-
ty, as well as a chance for the 
common well-being.

The contribution to the recove-
ry of the historical, artistic and 
architectural heritage results in 
plans of redevelopment of ur-
ban areas, settlement of deve-

loping zones, and investments 
in ambitious and innovative 
projects with significant social 
and cultural implications.

Examples of this are the 
projects carried out in the cities 
of Milan, Rome, Genoa, Floren-
ce, Turin.

4. People in the spotlight

we believe that the way we act is not only 
economically important. we listen to all our 
stakeholders, with whom we share the result 
of our way of doing business, in a sustainable 
manner for the future and to benefit the 
community we belong to.

We listen to 
our Stakeholders

parco Vittoria: Vittoria Group invested in the city of milan with a great 
architectural and urban project, aimed at building an elegant residential 
complex and a modern area for the community.

the project signed by the architect Gino Valle was performed also to return 
an identity to a zone, where the industrial history of alfa romeo began more 
than a century ago, and to give continuum with the surrounding environment: 
three big diagonally buildings, at different heights, recall harmoniously the 
former Fair tympanum.

the office district opens up in front of the biggest square of the city, and 
a pattern of perspective lines on the stone paving invites walkers to head 
towards the futurist cycle-pedestrian bridge, that is red as the emblematic 
livery of alfa romeo.  

the open-air work of art, “Grande cancellatura per Giovanni testori” (Great 
erasure for Giovanni testori), that can be admired by anyone crossing the 
square, recalls another feature of the area: the bas-relief is the elaboration 
of an excerpt from the novel “il ponte della Ghisolfa” (the Ghisolfa Bridge).

in this environment, in connection with a green and commercial area, six 
residential tower buildings are integrated, whose names also pay tribute to 
the glorious past of the portello area: from Giulietta to torpedo and duetto, 
they all remind us of alfa romeo.

nothing is left to change, there is in fact a leitmotiv in this great urban 
project, which re-designs the area recalling to memory the history of the city 
and redeveloping it, whilst always giving a continuum with the past. 

mIlAn
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in Genoa, in two areas of the city, overlooked by the most important public, 
historical and ancient buildings, two works of artistic renovation were 
carried out, taking into account the different identies of the district and the 
urban fabric surrounding the buildings subject to renovation.

palazzo Doria De fornari, a noble palace built at the end of the sixteenth 
century by doge ambrogio doria during the so-called “perpetual dogate“ 
and situated in the beautiful piazza de Ferrari, was subject to complete 
renovation using high quality materials and equipment, whilst combining 
technological innovation and tradition. 

palazzo lercari spinola, an historical building situated in proximity 
of the ancient port, was totally renovated, paying the utmost attention 
to the frescoes and stuccoes of undisputed artistic value, as well as the 
outstanding sculptures which adorn the vault staircase.

GenoA

Queen 43, the building has six floors. all inner and outer environments were 
subject to a radical restructuring. the project was carried out according to 
the highest technological standards, with state-of-the-art plants that use 
sources of renewable energy and ensure a high energy efficiency.

Via lima 4, in the heart of parioli area, the building dates back to 1933 
and is assigned to ugo Luccichenti, the famous architect from rome who 
in those years performed projects in the field of private-sector residential 
construction. the “rationalist” style is clearly seen in the structure of the 
staggered floors and in the architectural details that makes it an example 
of style and elegance.

parco fidenae, is an elegant residential complex made up of two small 
buildings overlooking a green hill. all dwelling units are equipped with 
modern conveniences and innovative qualitative standards.

rome

turIn

with due respect for the context of one the most ancient and richest in 
history areas of turin, some buildings situated in the heart of the old town 
were subject to renovation. 

Barbaroux 43: renovation work of the building threw new light on this 
noble eighteenth-century building.

corso cairoli 30: the complex dating back to mid nineteenth century, end 
of project signed by Gaetano Bertolotti, was renovated by restoring original 
architectural elements, like the facade and roof tones, iron artworks and 
use of stone, to their old greatness.  a period dwelling, situated on the banks 
of the river po and immersed in the green of the hill, overlooking some of 
the most significant symbols of the city: the hill monte dei Cappuccini, the 
church Gran madre di dio and the Basilica of Superga.

since 2007, we have been supporting 
the “consulta” of turin, an association 

for the enhancement of artistic and 
cultural heritage of turin. 

A perfect harmony of values, which 
enabled us to help promoting projects on 

the enhancement and improvement of the 
historical and artistic heritage.

Social commitment

The focus on 
the recovery 

of the artistic, 
historical and 

cultural heritage 
is expression 
of the Italian 

identity of our 
Group
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L'impegno 
per lo sviluppo 
sostenibile 
ha anche 
la nostra
firma

SUSTAINABLE 
BY CHOICE
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FOCUS ON 
ENVIRONMENTAL IMPACTS  

the research for 
the sustainable 
development bears 
also our signature 

In 2002, the “Kyoto Protocol” 
was signed, which called upon 
the world’s nations to be com-
mitted to limiting the risks con-
nected to climate change.

At the Geneva Association’s 
35th General Assembly, held 
in Hamilton, Bermuda, from 28 
to 31 May 2008, more than 40 

world’s top insurance CEOs, 
including Mr. Carlo Acutis on 
behalf of Vittoria Assicurazioni, 
decided to promote a new re-
search project on climate chan-
ges and their economic impact 
on the insurance industry.

This project is one of the long-
term priorities of the Geneva 
Association and its first study 
was presented before an im-
portant audience, on the oc-
casion of the press conference 
held in London on 2 July 2009.

Just in 2009, on the occasio-
ne of the Geneva Association’s 

General Assembly held in Kyo-
to, 54 world’s top insurance 
companies signed a statement 
that adopts and supports the 
initiative of the Kyoto Protocol. 
The signatories included also 
Mr. Carlo Acutis on behalf of 
Vittoria Assicurazioni.

That support was then once re-
newed in 2014, during the Ge-
neva Association’s General As-
sembly held in Toronto, when 
64 members of the Association 
issued a statement supporting 
the Kyoto Protocol that was si-
gned by all. 

we innovate for 
environment 
A series of important in-
vestments in state-of-the-art 
technological solutions led to 
positive impacts on the envi-
ronment, thanks to the lower 
consumption of paper and re-
duction of displacements. 

unified 
communication 
portal   
Since 2016, we have been 
adopting the PUC, the unfied 
communication portal, which 
makes it possible to directly 
interact with customers using 
different channels: PEC, e-mail, 
SMS.

dematerialization 
and electronic 
signatures 

We have launched for more 
than 5 years a program of pro-
gressive dematerialization of 
documents used for the activi-
ties of sales and of claims ma-
nagement, through functions 
built to support the industrial 
processes of General Manage-
ment, partners and distributor 
networks.

Similarly, we made a leap 
forward the digitization of do-
cuments relating to policies 
and claims, via NewAge or 
suppliers’ external systems.

In this context, the use of the 
graphometric signature in all 
agencies plays an important 
role, by generating following 
positive environmental impacts:


	
printing is avoided, as well 
as subsequent underwriting 
of contracts in triplicate, 
while providing a more effi-
cient service to the custo-
mers;


	
the consumption of toner 
cartridges is reduced, as 
well as the relevant energy 
consumption to produce 
the documents;


	
there is no more need to 
transport and store paper-
based documents, also due 
to the fact that customers 
increasingly view the con-
tracts digitally stored in Vit-
toria Reserved Area.

These are the investments ai-
med at improving Vittoria Re-
served Area. 

5. Sustainable by choice

Commitment 
on the issue 
of climate 
change 
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900.179

Documents digitally
signed by the customers 

(41.95% of total 
documents signed)

24.305

paper reams saved in a 
year (about 51 medium-

sized trees saved, one tree 
153 reams)

DIGItAl sIGnAture DemAterIAlIzAtIon 

unIfIeD
communIcAtIon portAl

In 2017, the use of the grapho-
metric signature was accep-
ted by 1,374,498 customers, 
who signed in electronic 
form 900,179 documents, 
amounting for 41.95% of the 
total documents signed, with 
a reduced total paper con-

sumption of 24,305 reams a 

year.

For example, the paper-based 

documentation supporting the 

MTPL policies was eliminated 

and totally replaced by electro-

nic communications to the cu-

stomers and company central 

archives.

We constantly promote the use 
of low-consumption devices, 
especially on the occasion of 
the renewals of the equipment 
fleet both at the Datacenter 
(server, storage), and for indivi-
dual usage (pc, printers).

Finally, during 2017, a new 
way of e-disclosure of docu-
ments to be submitted during 
company meetings and to the 
financial community was imple-
mented.

reDuceD
enVIromentAl

ImpActs

DIGItIzAtIon
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energy 
consumption 

The idea of reduced con-
sumption and minimized 
subsequent environmental 
impacts was the basis of the 
design of our headquarters, for 
which a series of engineering 
solutions were adopted, that 
enabled us to get the highest 
energy efficiency class. 

The focus on energy-saving 

and the constant commitment 
to provide high standards of 
environmental comfort in our 
working environments are is-
sues we daily pay attention 
to. To handle and maximize 
this important balance, various 
technological solutions were 
implemented, such as dynamic 
lighting systems, which can au-
tonomously switch the lights on 
and off and change in intensity 
according to the presence of 
people and external light condi-
tions, the smart air conditioning 

systems, that can be adjusted 
by the users, and an extensive 
monitoring system for energy 
consumption. Air-conditioning 
of the offices is provided by 
the use of high efficiency refri-
gerating units, supported also 
by a group of small boilers for 
the natural gas consumption. 
Energy produced by the pho-
tovoltaic system allows for the 
reduction of CO2 production, 
and supports part of the he-
adquarters’ energy needs. 

emissions in the 
atmosphere 

To support the emission reduc-
tion, we have been adopting for 
years a Travel Policy which in-
vites all employees to use train 
rather than the car for medium-
long distances, thus reducing 

the emissions of CO2 in the 
environment. 

To boost the collective tran-
sportation, through CRAL 
(company recreational centre 
for workers), we enter annual-
ly into an agreement with ATM 
(Milan public transportation 
company), thus ensuring our 
employees reduced prices, in 

addition to the possibility of de-
biting the amount monthly on 
the payroll. 

Always to fulfil this need, a 
part of the daily energy of the 
headquarters is produced by 
photovoltaic panels, which al-
low to reduce the emission of 
CO2 in the atmosphere. 

5. Sustainable by choice

Consumption
In 2017, our headquarters con-
sumed natural gas for 453 GJ 
(311 GJ in 2016) and electric 
energy purchased for 11,282 

GJ (10,866 GJ in 2016) and 
produced by our photovoltaic 
panels for 386 GJ (354 GJ in 
2016). 3% of about 12,121 
GJ is generated by renewable 
sources.

The opening of new common 
aggregation areas to the servi-
ce of the headquarters during 
2017 implied small increases 
compared to the energy con-
sumption of the previous year.

Direct and indirect emissions in the atmosphere in 2017 

Emissioni

direct
(Scope 1)

indirect
(Scope 2)

 

2017

26

1,040

2016

18

1,020

 

2017

0.001

0.047

2016

.001

0.046

 

2017

0.0005

0.013

2016

0.0000

0.012

 

2017

26

1,045

2016

18

1,007

Ton CO2 Ton CH4 Ton N2O Ton CO2 eq

Future-oriented 
headquarters: 
low energy 
consumption 
and high 
standards of 
environmental 
comfort  
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Consumption of 
materials 

We use solely Ecolabel certified 
paper, a product that falls into 

the green-friendly category.

With the purpose of reducing 

the quantity of paper used, 

printing equipment are set by 

default on 2-sided printing and 

black and white. For 2018, a 
further rationalization of printing 
and photocopying equipment 
will be implemented, with the 
aim of using recycled paper.

renewable material used  

Type of material

5600 ecolabel certified paper reams for printers (headquarters)

1100 ecolabel certified paper reams for printers (investigation centres)

weight

kg 13,800

kg   2,737

Expense/€

13,790.3

 2,667.6

disposal of waste 
produced   

At the Group headquarters, se-
parate collection for recycling 
takes place for: paper, toner 
cartridges, neon lights, batteri-
es, cans and plastics.

Employees’ bins in the offices 

are arranged for the separate 
collection of plastics/generic 
waste; furthermore, there is a 
box for paper collection. Also 
common spaces, such as prin-
ter corners, break areas and 
gym, are equipped with bins for 
separate collection. 

Toner cartridges and the neon 
lights are given to the contrac-

tors of waste disposal servi-

ces in accordance with the 

law. Batteries are given to the 

cleaning service providers for 

disposal, while the remaining 

material is placed in dedicated 

containers provided by Comu-

ne di Milano and AMSA, which 

deals with their withdrawal and 

disposal. 
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ENHANCEMENT OF THE TERRITORY 

management of 
real-estate assets    

L’attività immobiliare, storiHi-
storically, the real-estate bu-

type of properties 

Trading properties

Property investments

Property under construction

Owner-occupied property

totAl

2017

  352.4 

  111.2 

    50.9 

    97.4 

611.9

2016

    375.3 

                 89.4 

                 47.4 

               115.2 

627.3

Property belonging to Vittoria 
Group assets is divided into four 
categories:


	
Trading property, destined 
for sale;


	
Property under construc-
tion, destined for sale or le-
asing, once completed;


	
Property investments, con-
sisting of leasing property;


	
Owner-occupied property, 
mainly used for the perfor-
mance of the Group com-
panies’ activities.

Through our carriers and with 
the aid of the Group service 
providers, we use our expertise 
and high level of specialization 
to perform activities aimed at 
developing and strenghtening 
the property investments. Ac-

tivities performed involve the 
whole life cycle of the property: 
from the development of initia-
tives for residential, office and 
retail use, to property trading 
and leasing, moreover it deve-
lops specific services referred 

5. Sustainable by choice

siness was source of sound 
and profitable source for our 
Group; to date, thanks to a 
strategic plan of growth and 
development, the real-estate 
heritage has reached 611.9 

€/million

million euro. 

Total investments as at 
31.12.2017 are broken down 
as follows:                                 

  

to the technical and administra-
tive management of the assets.

We manage 
real-estate 
assets of 
€611.9 million, 
a source of 
soundness for 
the Group 



Vittoria Assicurazioni - 2017 Sustainability Report 77

25.000 SQm

piazza Gino Valle: the 
biggest square in milan 

a great core in the centre of milan with a green heart. a large park to 
be lived, characterised by a wavy morphology, where sinuously shaped 
reliefs dominate like green sculptures, houses a modern health centre, a 
kindergarten and sports facilities. a path in the green, over time and into 
its seasons. the park also pays tribute to the historical automotive brand, 
indeed it was inaugurated under the name "parco alfa romeo".

pArco

“parco Vittoria residenze” with its six tower buildings and two in-line 
buildings is a high profile residential complex. arcades and terraces, as well 
as large volumes for hanging gardens and greenhouses are the architectural 
crowing elements characterizing the “residenze”. Special attention is paid to 
the high level of finishes, to energy saving issues and use of environmentally 
friendly materials.

pArco VIttorIA 
resIDenze

the office district, rare example of modern and functional architecture, is 
capable of raising industrial technology to a “civil” tone, in a citizen-friendly
way. the three high-tech buildings, owned by Vittoria assicurazioni, overlook 
a raised fan-shaped square, the biggest one in milan. 

offIce DIstrIct

a modern commercial space enlivened by an iper shopping centre and a 
shopping arcade capable of proposing a complete offer for any shopping 
needs. a large aluminium sail designed by architect Gino Valle rises on 
portello Square. 

pIAzzA portello 
shoppInG AreA

parco Vittoria 
project

The story of Portello is closely 
bound to the brand Alfa Ro-
meo, symbol of Italian style and 
myth of speed. It is just in this 
area that, early 1900, the first 
factory for automotive assem-
bly was founded.

We decided to invest, in part-
nership with Finiper Group, in 
an ambitious project: a great 
urban and architectural project 
aimed at building a residential 
complex and a office district 
overlooking a park and opening 
up in front of the biggest square 
in Milan.

Besides the architectural part, 
great care was given to energy 
saving and the selection of ma-
terials having low environmen-
tal impact. A choice focusing 
on quality and innovation.
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 7 StarS

condomium energy 
certification 

3
 
towers analyzed

6 out oF 7

energy class

5. Sustainable by choice

Certified housing 
quality of parco 
Vittoria residenze  

“Parco Vittoria Residenze” of-
fers buildings with low envi-
ronmental impact and a high-
profile residential complex.

Energy consumption and hou-
sing quality of the residential 
complex have been certified 
according to the new protocol 
called “7-Star Condominium” 
developed by the Department 
of Architecture and Construc-
tion Engineering of Politecnico 
di Milano, which includes 63 
environmental, economic and 

social parameters, representing 
an absolute novelty for Italy.

The certification was carried 
out directly by a working group 
of the Politecnico Department 
commissioned by Seven Stars 
Srl, whose analysis resulted 
in a 5-star classification, with 
high scores in all parameters 
analyzed, and in 2 cases, many 
were very close to the 6-star 
threshold. 

The classification is valid for 4 
years, and has implemented 
the highest housing standards 
that are now available on the 
residential market, going well 
beyond the mere energy certi-
fication and applying the con-

cept of quality that today has to 
characterize the new real-esta-
te products in a more extensive 
and comprehensive manner, 
especially to be increasingly in 
line with the needs of the peo-
ple who choose to live in there .

In order to improve the housing 
quality, further improvements 
of the residential context were 
implemented, including the fol-
lowing services:

	defibrillators for first aid;

	a microfiltered water dispen-
ser is installed in the con-
dominiums. Zero-kilometre 
round the clock service  

	condo resident manager to 
assist residents.
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SCOPE OF RELEVANT ASPECTS

scope

eXternAl

Shareholders and financial community; 
business and professional partners

Business and professional partners; territory 
and community

Business and professional partners; territory 
and community

-

-

-

-

-

Shareholders and financial community; 
business and professional partners

Shareholders and financial community; 
business and professional partners

Customers; shareholders and financial 
community; business and professional 
partners

Customers

scope of mAterIAl Aspects

The following table shows the 
aspects defined by the GRI-G4 
Guidelines which correspond 
to the material aspects identi-

fied for Vittoria Group through 
the materiality analysis and re-
lated scope, with reference to 
the impacts that each aspect 

may have inside and outside 
the Group.

mAterIAl Aspects G4 

CATEgORIES

economic category

economic performance

environmental Category

energy

emissions

Social category

Sub-category: adequate labor practices 
and working conditions

employment

industrial relations

health and safety in the workplace

training

diversity and equal opportunities

Sub-category: society

anti-corruption

anti-corruption practices

Compliance

Sub-category: product responsibility

Customer privacy

INTERNAL

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group

Vittoria Group
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TABLE OF gRI INDICATORS

Below is the table showing 
the performance indicators, in 
compliance with the “G4 Su-
stainability Reporting Guide-

lines” according to the Core 
option. Each indicator is pro-
vided with the reference to the 
pages of the Sustainability Re-

port where the indicator can be 
found or specific notes/omis-
sions.
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General standard disclosure
 

GrI G4  Indicator

strAteGy AnD AnAlysIs

G4-1 Letter from the Chairman and the managing director regarding 
the importance of sustainability for the organization and its stra-
tegy for addressing sustainability

orGAnIzAtIonAl profIle

G4-3 name of the organization

G4-4 primary brands, products, and services

G4-5 Location of the organization’s headquarters

G4-6 number of countries where the organization operates, and na-
mes of countries either where the organization has significant 
operations or that are specifically relevant to the sustainability 
topics covered in the report

G4-7 nature of ownership and legal form

G4-8 markets served (including geographic breakdown, sectors ser-
ved, and types of customers and beneficiaries)

G4-9 Size of the organization

G4-10 total number of employees by employment contract and gender

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

G4-12 organization’s supply chain

G4-13 Significant changes regarding the organization’s size, structure, 
ownership, or its supply chain

G4-14 report on whether and how the precautionary approach or prin-
ciple is addressed by the organization

G4-15 externally developed charters, principles and codes of conduct 
relating to the economic, social and environmental that the orga-
nization adopts or endorses 

Page

 

05

02

03,53-55

88

06,14,61

02,35,88

13,14,
50-52

26-30,36,
50-55,61

36

38

67

02

20-22

72

 

Note

the Group uses external personnel only for 
ancillary activities. during 2017, as for 2016, 
external personnel (between temporary wor-
kers and Vat-certified consultants) are about 
15 people. Given the lack of relevance with 
respect to the total number of Group emplo-
yees (approximately 2.5%), no further details 
are provided

no significant changes in 2017
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General standard disclosure
 

GrI G4  Indicator

orGAnIzAtIonAl profIle

G4-16 memberships of associations (such as industry associations) and 
national or international advocacy organizations

IDentIfIeD mAterIAl Aspects AnD scope

G4-17  reporting scope

G4-18  process for defining the report content and the material aspects

G4-19 material issues identified in the process for defining report con-
tent

G4-20 material aspects within the organization

G4-21 material aspects outside the organization

G4-22 impact of any change in information provided in previous reports, 
and related reasons

G4-23 Significant changes from previous reporting periods in the Scope 
and material issues

stAkeholDer enGAGement

G4-24 List of stakeholder groups engaged by the organization

G4-25 Criteria for identification and selection of stakeholders to be enga-
ged with 

G4-26 organization’s approach to stakeholder engagement

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

report profIle

G4-28 reporting period for information provided

G4-29  date of most recent/previous report 

G4-30 reporting frequency 

G4-31 Contact point for questions on the report or its contents

G4-32 Gri option chosen by the organization

G4-33 reference to the report of the external audit firm responsible for 
the assurance

Page

19

06

06,08-09

08,09

79

79

06

06

34

34

08,09

08,09

06

06

06

07

06,80-84

07,85-87

 

Note

Vittoria assicurazioni adheres to ania (national 
association of insurance companies), by acti-
vely participating to its works. the managing 
director of Vittoria assicurazioni, Cesare Cal-
darelli, is member of the executive Board and 
of the executive Committee of ania
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General standard disclosure
 

GrI G4  Indicator

GoVernAnce

G4-34  Governance structure of the organization

G4-38 Composition of the highest governance body and its committees

G4-56 description of organization’s values, principles, standards and 
rules of behavior 

Page

18

19

13,14,18

 

Note

specific standard disclosure
 

GrI G4  Indicator

ec - economIc cAteGory

eConomiC perFormanCe

G4-eC1 direct economic value generated and distributed, including re-
venues, operating costs, employee compensation, donations and 
other community investments, retained earnings, payments to 
providers of capital and the public administration

en - enVIronmentAl cAteGory

ENERgY

G4-en3  energy consumption within the organization

EMISSIONS

G4-en15  direct greenhouse gas (GhG) emissions (scope 1)

G4-en16  energy indirect greenhouse gas (GhG) emissions (scope 2)

Page

g4 DMA 
26-31

28-30

g4 DMA 
74

74

g4 DMA 
74

74

74

 

Note

the data on energy consumption and gre-
enhouse gas emissions of the Group's main 
headquarters are monitored, equivalent to at 
least 95% of the total surface of the Group's 
offices with an area of over 20 thousand sq.m. 
where 543 people work. the other offices and 
offices of the Group, in which 56 people ope-
rate, correspond to an estimated 560 square 
meters

Coefficients of the italian Greenhouse Gas 
inventory 1990 - 2015 - national inventory 
report 2017 annex 6 national emission Fac-
tors - institute for environmental protection 
and research (iSpra) were considered for the 
calculation of emissions
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specific standard disclosure
 

Gri G4  indicator

socIAl cAteGory 

lA - lABor

EMPLOYMENT

G4-La2 Benefits provided to full-time employees 

G4-La3 return to work and retention rates after parental leave, by gen-
der

LABOR/MANAgEMENT RELATIONS

G4-La4 minimum notice periods 

OCCUPATIONAL HEALTH AND SAFETY

G4-La6 type of accident and rates of accidents, occupational diseases, 
lost days, and absenteeism, and total number of work-related 
tragic accidents, by region and by gender

TRAININg

G4-La9 average hours of training per year per employee by gender, and 
by employee category

G4-La11 percentage of employees receiving regular performance and ca-
reer development reviews, by gender and by employee category

DIVERSITY AND EQUAL OPPORTUNITY

G4-La12 Breakdown of employees per employee category according to gen-
der, age group, minority groups, and other indicators of diversity

so - socIety

ANTICORRUPTION

G4-So4 Communication and training on anti-corruption policies and pro-
cedures

G4-So5 Confirmed incidents of corruption and actions taken

Page

g4 DMA 
46-47

47

47

g4 DMA 
38

g4 DMA 
48

48

g4 DMA 
39-45

40

45

g4 DMA 
36-46

46

g4 DMA 
22

22

 

Note

the benefits offered vary according to the 
Collective Category Labor Contract applied to 
individual employees (ania insurance contract, 
CCnL trade contract and CCnL insurance 
agencies under free management). For tempo-
rary staff, the incentive system is not applica-
ble, due to particular contractual timing

as provide for by the Collective Category Con-
tract, all employees are offered the opportunity 
to take parental leave

the regulatory and remuneration aspects refer 
to the various Collective and national Labor 
Contracts and to the laws that apply within 
the Group

no accidents during 2016 and 2017
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specif standard disclosure
 

Gri G4  indicator

so - socIety

ANTI-COMPETITIVE BEHAVIOR

G4-So7  total number of legal actions for anti-competitive behavior, anti-
trust, and monopoly practices and their outcomes

COMPLIANCE 

G4-So8  monetary value of significant fines and total number of non-mo-
netary sanctions for non-compliance with laws and regulations

PRIVACY DEI CLIENTI 

G4-pr8  total number of substantiated complaints on breaches of custo-
mer privacy and loss of customer data

Page

g4 DMA 
23

23

g4 DMA 
20-21

g4 DMA 
58

58

 

Note

during 2017 there are no legal cases related 
to anti-competitive, monopolistic and anti-trust 
practices

during 2017 there are no significant penalties 
(exceeding €10,000)
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REPORT OF INDEPENDENT AUDITOR
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VITTORIA ASSICURAZIONI - Registered offices: 
Via Ignazio Gardella 2 - 20149 Milan, Italy
Share Capital Euro 67,378,924 fully paid-up
Tax Code and Milan Companies’ Register
no. 01329510158 - REA No. 54871
Entered on the Register of Insurance and Reinsurance            
Companies Section I – No. 1.00014 No. 1.00014
Company within the Vittoria Assicurazioni Group entered on 
the Register of Insurance Groups under no. 008 subject to the        
management and coordination of the parent company Yafa S.p.A.
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