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FOREWORD

Vittoria Assicurazioni S.p.A. be-
longs to the namesake insuran-
ce Group entered on the Regi-
ster of Insurance Groups under 
no. 008 held by the Italian In-
surance Regulator (hereinafter 
IVASS) and has been subject to 
management and coordination 
of the Parent Company Yafa 
S.p.A., as ultimate Italian pa-
rent company.

Vittoria Assicurazioni Group 
operates in all insurance busi-
nesses and its activity is based 
on a long experience in the in-
surance industry, accrued from 
1921 to date, for the protection 
of people, families and compa-
nies nationwide, 

through an extensive sales or-
ganization with more than 400 
Agencies.

The Group also operates in the 
real-estate business, through 
its subsidiaries holding assets 
to be sold or leased, in the resi-
dential and tertiary sectors.

Vittoria Assicurazioni was listed 
on the Milan Stock Exchange 
from 1988 to 28 September 
2018, when Borsa Italiana de-
listed the ordinary shares from 
the electronic stock exchange.

Despite the listing and subse-

quent governance obligations 
required by law, Vittoria Assicu-
razioni S.p.A. aims to maintain 
a high level of corporate gover-
nance by retaining all measures 
to ensure transparency, fai-
rness in the relationships with 
the Stakeholders.

It should be noted that throu-
ghout this document, the de-
finition of Group is referred to 
Vittoria Assicurazioni S.p.A. 
and its consolidated compa-
nies.
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VITTORIA GROUP

REAL-ESTATE SEGMENT

YAFA S.P.A.

YAFA HOLDING

VITTORIA 
ASSICURAZIONI

OTHER STRATEGIC 
EQUITY INVESTMENTS 

SERVICES SEGMENT

VITTORIA IMMOBILIARE

IMMOBILIARE BILANCIA 
PRIMA

VITTORIA PROPERTIES

ACACIA 2000

VAIMM SVILUPPO

VALSALARIA

INTERBILANCIA

ASPEVI FIRENZE

ASSIORVIETO SERVIZI

IMMOBILIARE BILANCIA

VZ REAL ESTATE

VRG DOMUS

The highlighted area identifies the companies for the purpose of this report
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Cesare Caldarelli
MANAGING DIRECTOR

Andrea Acutis
CHAIRMAN

LETTER FROM THE CHAIRMAN AND 
THE MANAGING DIRECTOR

It is with renewed pleasure and 
pride that we present the third 
edition of the Sustainability Re-
port of Vittoria Group.

The document you are going 
to read describes, in a balan-
ced and transparent manner, 
the strategy adopted, the ini-
tiatives promoted and results 
achieved by the Group, as well 
as the ways our organization is 
managed. This is all because 
we always listen to and deep- 
ly analyse our stakeholders’ 
needs. This analysis has in-
deed confirmed the importance 
of 12 material issues that are             
deemed necessary to under-
stand the business activities 
within the scope of sustainabi-
lity and that are closely linked to 
the Sustainable Development 
Goals (SDGs) set forth by the 
2030 Agenda of the United Na-
tions.

In our long history we have nev-
er changed the foundations of 
our way of working because we 
strongly believe in the values 
we have always upheld – val-
ues that we have also clearly 
indicated this year in the Group 
Mission. For us, the Insurance 
has a social value: it is a serious 
thing. We strive for pursuing the 
excellence. Our Vision defines 
how we want to act.

We satisfy our customers’ ex-
pectations. We develop conti-
nuous, strong and lasting rela-
tionships of trust. Protection of 
people,  families and firms has 
always been our main objective 
that we pursue with a serious 
approach, through the en-
gagement of a highly speciali-
zed staff and an extensive net-
work of competent and profes-
sional Agencies.

Persons are always at the core 
of our business activity, which is 
why we pay special attention to 
providing our employees with 
safe  and  stimulating  working 
environment, as well as plan-
ning specific training programs 
to better  harness  their  skills 
and  promoting  the  constant 
professional development.

We place great emphasis also 
to the training of our sales net-
work in order to always offer 
the highest service levels to our 
Customers and local communi-
ties we belong to. It is from here 
that we get the inspiration that 
always comes along with us: 
try to do each day something 
better than the day before.

The sustainability is an integral 
part of our way of doing busi-
ness and guides us in finding 
ever new solutions to reduce 

the environmental impact of 
our activities, streamline the ad-
ministrative processes as much 
as possible and make our inter-
vention timely.

With the aim of accelerating 
these processes of innovation 
we have established Vittoria 
hub: an insurtech incubator 
for the Open Innovation which 
fosters the circulation of ideas 
and the creation of new busi-
ness models and services for 
our Customers. 

Figures and charts described 
in this document reflect the 
actions we have done and are 
the result of consistency and 
seriousness of our work that is 
not just meant to be linked to 
economic amounts, but aims 
to improve the life quality of 
people we interact with. Even 
in the current exceptional situa-
tion of health emergency due 
to Covid-19, Vittoria has taken 
immediate action to protect the 
health of its employees and col-
laborators and some suppor-
ting measures for the agency 
network and the customers.

We are a community and with 
our continuous commitment 
we aim to make it even bigger, 
stronger and more united.
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METHODOLOGICAL NOTE 

This document is our third 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 “Decree” 
or “Legislative Decree 254/16”) 
implementing the Directive 
2014/95/EU. The document 
refers to the financial year en-
ded 31 December 2019 (period 
between 1 January and 31 De-
cember).

Drafted to the extent necessary 
to understand the Group’s ac-
tivity, its performance, its out-
comes and resulting impact, 
the NFS addresses the issues 
under Articles 3 and 4 of the 
Decree, that are relevant in the 
activities and features of the 
undertaking and the stakehol-
ders’ expectations, as outlined 

in the materiality matrix upda-
ted during 2019, and contained 
herein. Furthermore, as requi-
red by Article 5 of Legislative 
Decree 254/16, this document 
is a separate report with dedi-
cated title to be referred to as  
the Consolidated Non-Financial 
Statement required by law.

Given  the  operating  context, 
the geographical area, the type 
of services provided, the cat-
egory of employees and the 
types  of  supplies  of  Vittoria 
Group, the issue of the respect 
for the human rights is not con-
sidered material as it does not 
expose the company to signi-
ficant risks. It should be noted 
that Vittoria Group operates 
according to a Code of Ethics 
aimed at acknowledging and 
respecting the personal dignity, 
the private sphere and the hu-
man rights of all individuals. Ba-
sed 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 
2019, no breaches of the Code 
were reported.

Furthermore, it should be not-
ed that after the analysis of 
relevance of issues under Ar-
ticle 3 of Legislative  Decree 
254/2016, the following issues 
were not considered significant 
for the purposes of being rep-
resented within this NFS: water 
consumption and emissions 
of other pollutants besides the 
greenhouse gases.

This Statement was drawn up 
in compliance  with  the “GRI 
Sustainability Reporting Stan-
dards” published in 2016 by 
the Global Reporting Initiative 
(GRI), according to the “in ac-
cordance – Core” option. As for 
the specific Standard GRI 403 
(Health and safety at work) the 
more recent 2018 version has 
been adopted. Moreover, this 
document is also referred to 
the “Guidelines on non-financial   
reporting” (2017/C 215/01) 
issued by the European Com-
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mission on 26 June 2017. For 
next reporting, the Group will 
assess whether to supplement 
its analyses – and therefore its 
disclosure – with the impact 
generated and incurred by the 
Group on Climate Change, also 
based on the relevant devel-
opments on regulations, with 
particular reference to the in-
structions from the European 
Commission (Communication 
2019/C 209/01 “Guidelines on 
non-financial reporting: Sup-
plement on reporting climate-
related information”).

The scope  of  the  economic 
data  is  the  same  of  Vitto-
ria Group’s 2019  Consolidated 
Statement, while the scope 
of corporate data and infor-
mation consists of the Parent 
Company and its subsidiari-
es fully consolidated as at 31 
December 2019. It should be 
noted that during 2019 an im-
portant re-organization of the 
real-estate sector was initiated 
also by simplifying the com-
pany ownership. In April 2019, 
Vittoria Immobiliare sold to third 
parties 80% of its interest in 
Gestimmobili, a company that 
over the years has dealt with 
the administrative and technical 
management of the real-estate 
assets of the Group. In Novem-
ber 2019, Vittoria Assicurazio-
ni sold to third parties 100% 
of its interest in Interimmobili, 
a company operating in the 
real-estate brokerage. For the 
environmental data, it should 
be noted that the scope of re-

porting includes the registered 
offices of Vittoria Assicurazioni 
S.p.A. and, where possible, of 
the other business offices. Any 
exceptions to the scope of re-
porting are properly indicated 
herein.

In order to allow the compara-
bility of data over time, infor-
mation herein is provided with 
a comparison to FY2018, and 
the frequency of this publication 
is required on an annual basis, 
pursuant to provisions under 
Legislative Decree 254/16. 
Furthermore, with the aim of 
properly representing the per-
formance and reliability of data, 
estimates have been used as 
little as possible, but if needed, 
these are based on the best 
available and appropriately re-
ported methodologies.

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 practice. During 2018, 
the Group refined the process 
aimed at regulating   the gui-
delines, the organization-
al architecture and the flows 
underpinning the process for 
the production of the NFS and 
the analysis process in relation 
to the needs of the different 
stakeholders. The Group has 
continued the promotion and 
dissemination of paperless do-
cuments and has made a broa-
der mapping of the operational 
risks also including risks related 

to environmental and social is-
sues.

During 2019, the Group carried 
out some activities to listen to 
its customers in order to iden-
tify their needs and expecta-
tions to meet their requests in 
the best way possible by deve-
loping new products and ser-
vices. Within the scope of the 
operational risk management 
system, the Risk Management 
function has defined and iden-
tified indicators and target va-
lues.

These risks are categorized by 
Vittoria Assicurazioni with the 
EBA classification and include 
also the environmental and so-
cial risks.

This document was approved 
by the Board of Directors of 
Vittoria Assicurazioni S.p.A. on 
7 April 2020 and, according 
to provisions under Legislative 
Decree 254/2016, was subject 
to compliance assessment by 
the audit firm Deloitte & Touche 
S.p.A.

The audit was performed ac-
cording to procedures set forth 
in the “Independent auditor’s 
report”, included below.

The Statement is published on 
the Company website under In-
vestor Relations\Sustainability 
Report.

For more information on the 
NFS, please contact the fol-
lowing e-mail address: IR@vit-
toriaassicurazioni.it



8

IDENTIFICATION
OF STAKEHOLDERS

BENCHMARK ACTIVITY
 WITH THE MAIN 

COMPETITORS OF THE 
RELEVANT SECTOR 

IDENTIFICATION OF 
NEW ISSUES COMPARED TO 

THE PREVIOUS YEAR 

MATERIAL ISSUES AND SDGs

In line with the work carried out 
last year, Vittoria Assicurazio-
ni has carried out a process of 
materiality analysis in order to 
map and classify the sustain-
aibility issues that are relevant 
for the Group and its Stakehol-
ders.

The process identifies the is-
sues that are deemed as ma-
terial, i.e. that reflect significant 

impact for environmental and 
social level,  and that actually af-
fect assessments and decisions 
of Stakeholders.

The reporting scope is the same 
as the Consolidated Financial 
Statements to which reference 
should be made for further in-
formation.

Consistent with the GRI – Glo-

bal Reporting Initiative for the 
drafting of the 2019 Sustaina-
bility Report, issues deemed as 
material by the Group and Sta-
keholders are represented in a 
materiality matrix which reflects 
the trend identified in the pre-
vious years.

The process for the definition of 
the materiality matrix is broken 
down in four steps:

1 2 3

ANALYSIS OF SUSTAINABILITY ISSUES THAT ARE MORE 
RELEVANT THROUGH INTERNAL AND EXTERNAL ENGAGEMENT                                                              4

Vittoria Assicurazioni adheres to Ania (Italian national association 
of insurance companies) by actively participating in its activities.

The governing bodies of Ania includes Carlo Acutis, as chairman of 
the Board of Arbitrators, our Managing Director, as member of the 

Governing Council and the Executive Committee, and one member of 
our management, as Chairman of the Board of Statutory Auditors.

Since 2018, the Company has been participating in the three-year 
initiative “ANIA Project – Non-Financial Statements NFS”, that is intended 

to provide the market with a broad overview on the information contained 
in the Non-Financial Statements of the insurance sector.

The project developed by ANIA in association with Deloitte and Frontis 
Governance adopts a scope of analysis of 12 total NFSs, 9 of which are 

related to Italian companies, including Vittoria Assicurazioni, and 3 are 
foreign companies.

This analysis’ aim is mainly to:

produce a benchmark analysis of the Non-Financial Statements in the insurance 
sector, both Italian and European one,

identify good practice models,

enable a pro-active comparison with Stakeholders concerned and Regulators,

have a key role within the European Union in defining a “reference model” for the 
NFS of the insurance sector

ANIA
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CUSTOMERS

HUMAN RESOURCES

SHAREHOLDERS AND
FINANCIAL COMMUNITY

Our Stakeholders

By carefully analysing the uni-
verse of the relationships we 
entered into, we could map 

stakeholders and group them 

in categories according to their 

engagement within the organi-

zation and business.

The result was a clear picture of 

the influence exerted by each 

stakeholder on our business 

activities and its specific needs 

in dealing with us.

 AGENTS AND
 INTERMEDIARIES

BUSINESS AND 
PROFESSIONAL

PARTNERS

TERRITORY AND
COMMUNITY

Responsible 
because we are 

at the core 
of  conscious 

relationshipss
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The materiality 
matrix

The 27 issues identified have 
been sorted by relevance prio-
rity for the Group, thanks to the 
involvement of the Top Man-
agement, and for the stakehold-
ders, by extending the analysis 
to employees and customers. 

Specific questionnaires were 
administered to 445 employ-
ees and almost 410,000 custo-
mers, asking them to assess 
the relevance of the economic, 
social and environmental is-
sues proposed in the field of 
sustainability the analysis con-
firmed, as in theprevious years, 
the importanceof 12 material 
issues that are deemed neces-
sary to understand the corpo-

rate business.

Consolidated results led to the 
development of the matrix be-
low, shared and approved by 
the Strategies Committee: the 
analysis confirmed, the analysis 
confirmed, as in the previous 
years, the importance of 12 
material issues that are dee-
med necessary to understand 
the corporate business
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IMPORTANT   RELEVANCE FOR VITTORIA GROUP                                                    VERY IMPORTANT

Materiality matrix

Economic and Financial Performance 

Risk ManagementGovernance and Compliance

Anti-Corruption

Legend: issues required by 
Legislative Decree 254/16             

Personal

Social

Environmental

Cross-cutting

Anti-corruption

Health and safety

Digitizing and Innovation

Customer Centricity

Financial Strength

Work, Health and Safety of 
Workers

Well-being and Work-life 
BalanceStaff Enhancement and Growth

Ethics and Business Integrity

Employees
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On 1 January 2016, the glo-
bal agenda for sustainable de-
velopment and related goals 
(SDGs), unanimously adopted 
by the United Nation Member 
States – which committed to 
reaching them by 2030 – came 
into force worldwide. The 2030 

Agenda and the SDGs are the 
new reference framework for 
the sustainable development.

Our Group intends to act con-
sciously to satisfy the needs of 
the present without compromis-
ing the ability of future genera-
tions to satisfy their needs, and 

we share the vision of an insu-
rance sector which acknowledg-
es its responsibility towards the 
society and the environment, 
as generator of innovation and 
technological development and 
as driver of economic growth 
and employment.

NO POVERTY
 

ZERO HUNGER GOOD HEALTH AND 
WELL-BEING 

GENDER EQUALITY

QUALITY EDUCATION

CLEAN WATER AND 
SANITATION

AFFORDABLE AND GREEN 
ENERGY

DECENT WORK AND 
ECONOMIC GROWTH

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE

REDUCED INEQUALITY SUSTAINABLE CITIES 
AND COMMUNITIES

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION

CLIMATE ACTION LIFE BELOW WATER LIFE ON LAND PEACE, JUSTICE AND 
STRONG INSTITUTIONS 

PARTNERSHIP
FOR THE GOALS

SUSTAINABLE 
DEVELOPMENT 

GOALS
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Our materiality 
The awareness that many daily 

goals are strictly connected to 

some Sustainable Development 

Goals – which is also shown 

in the materiality analysis that 

outlined the relevance of some 

issues both in terms of impact 

on the Group strategies and 

its stakeholders has led us 

to identify 10 goals that are 

pursued through behaviours, 
willingness and actions of our 
Group.

This is to testify how we are 
committed to generating posi-
tive impact globally.

HEALTH AND 
WELL-BEING

GENDER EQUALITYQUALITY EDUCATION CLEAN WATER AND 
SANITATION

DECENT  WORK AND 
ECONOMIC GROWTH

INNOVATION AND 
INFRASTRUCTURE

SUSTAINABLE CITIES 
AND COMMUNITIES

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION 

CLIMATE ACTION PEACE,JUSTICE
AND STRONG 
INSTITUTIONS

OUR MATERIAL ISSUES

FINANCIAL STRENGTH

ETHICS AND BUSINESS INTEGRITY 

CUSTOMER CENTRICITY

ECONOMIC AND FINANCIAL 
PERFORMANCE 

RISK MANAGEMENT

GOVERNANCE AND COMPLIANCE

ANTI-CORRUPTION

SALES COLLABORATIONS

WELL-BEING AND WORK-LIFE 
BALANCE AND HEALTH AND SAFETY 
OF WORKERS

DIGITIZING AND INNOVATION

ENHANCEMENT AND GROWTH

ENVIRONMENTAL IMPACT

12
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WELL-BEING FOR ALL AT ALL AGES
CONDUCT: The Company promotes actions for the prevention of all risks 
protecting the well-being and health of its employees; supplemental health 
schemes are in place and services and common spaces are available with 
the aim of improving the working environment.

ACTIONS: Vittoria has always been committed to improving the well-being of 
employees, avoiding the work-related stress and ensuring health and safety 
in the workplace.

FAIR AND INCLUSIVE QUALITY EDUCATION. 
LEARNING OPPORTUNITIES FOR EVERYONE
CONDUCT: Vittoria strives to ensure, within its company, the safeguard 
of and respect for the rights of persons in a safe and discrimination-free 
working environment.

ACTIONS: In particular, Vittoria ensures that proper attention is given to the 
equal opportunities in terms of empowerment, communication, training, 
development of the leadership and research for a greater work-life balance.

GUARANTEE AVAILABILITY AND SUSTAINABLE MANAGEMENT OF WATER 
AND SANITATION
CONDUCT: Vittoria Assicurazioni has been environmental-friendly for several 
ages and has decided to promote different initiatives in the hope to give the 
future generations a better world.

ACTIONS: Some micro-filtered water dispensers have been installed (micro-
filtering is a technology which ensures water filtering by using proper 
devices that make it microbiologically pure). The Company provided all 
employees with flasks to minimize the purchase of plastic bottles.

GENDER EQUALITY
CONDUCT: Vittoria strives, to ensure, within its company, the safeguard 
of and respect for the rights of persons. In a safe and discrimination-free 
working environment.

ACTIONS: In particular, Vittoria ensures that proper attention is given to the 
equal opportunities in terms of empowerment, communication, training, 
development of the leadership and research for a greater work-life balance.



14

MAKE CITIES AND HUMAN SETTLEMENTS INCLUSIVE, SAFE, LASTING AND 
SUSTAINABLE
CONDUCT: Safeguarding and recovering the historical, artistic and 
architectural heritage and redevelopment of the urban areas. Containing 
environmental impact in the daily business activity.

ACTIONS: The Company has introduced a Travel policy on the to-and-
from work mobility which invites employees to use railway and public 
transportation, by reducing the climate-changing emissions in the 
atmosphere.

AN INNOVATION-ORIENTED RESILIENT INFRASTRUCTURE.
A FAIR, RESPONSIBLE AND SUSTAINABLE INDUSTRIALIZATION
CONDUCT: Our headquarters make use of a photovoltaic system offsetting 
the energy consumed with the energy produced, we are always in the 
search for green and sustainable technologies. Furthermore, the process for 
digitizing the documents relating to policies and claims and the biometric 
signature have enabled us to reduce negative impact on the environment.

ACTIONS: We want to go along the path of product innovation through 
investments in cutting-edge technological solutions. This is why Vittoria 
decided to create an Insurtech Incubator for Open Innovation, to foster the 
circulation of ideas and the growth of new business models.

GUARANTEE SUSTAINABLE PRODUCTION AND CONSUMPTION MODELS
CONDUCT: We ensure that people have all relevant information on the 
purchase of our products and services, we manage each complaint with 
timeliness, fairness and transparency, we provide quality assistance in 
claims management.

ACTIONS: We provide our customers with the best Customer experience 
during each step of contact.

A LASTING, INCLUSIVE AND SUSTAINABLE ECONOMIC GROWTH.
A FULL AND PRODUCTIVE EMPLOYMENT AND DECENT WORK FOR ALL
CONDUCT: We grow and let grow: this is sustainable development. Vittoria 
has always given a significant impetus to the industry economic development 
by reaching high productivity levels through the stable employment of 
almost 600 people.

ACTIONS: In 2019 we accrued a net profit of €79.2 million and we allocated 
an economic value of €396.4 million.
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ADOPT URGENT MEASURES TO FIGHT CLIMATE CHANGE AND ITS CONSEQUENCES
CONDUCT: We constantly pay attention to the environmental impact and the 
swift towards a low-carbon economy and hence to actions against climate 
change. We are aware that each individual is responsible for safeguarding 
the environment: we first make ourselves promotors of sustainable 
behaviours.

ACTIONS: Investments in cutting-edge technological solutions which 
enable to reduce the negative impact on the environment, lower paper 
consumption and a corporate Car Policy aimed at reducing the emissions 
in the atmosphere by removing diesel vehicles from the corporate car fleet. 
Furthermore, to combat the phenomenon of pollution from plastics, given 
the PET tons threating the health of the ocean water and of animals living 
in that biosystem, Vittoria has provided all its employees working at the 
headquarters with some flasks made of recyclable material and has installed 
some micro-filtered water dispensers.

PROMOTE PEACEFUL AND MORE INCLUSIVE SOCIETIES FOR A SUSTAINABLE
DEVELOPMENT. PROVIDE FREE ACCESS TO JUSTICE FOR ALL AND CREATE 
EFFICIENT, RESPONSIBLE AND INCLUSIVE ENTITIES AT ALL LEVELS
CONDUCT: Respect for legality and utmost transparency are the values 
characterizing the work within the company.

ACTIONS: Vittoria implements all measures for corruption prevention and 
plans actions aimed at identifying, assessing and preventing any unlawful 
conducts. Efficiency, responsibility and transparency of actions. Through the 
ongoing collaboration with industry institutions in the definition of proposals, 
actions, initiatives and regulatory measures.
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AN HISTORY  
OF VALUES
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OUR HISTORY 

1. An history of values

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

It initiates a project on the sales network to spread agency 
models more in line with the market and customer needs: 
the “Lean Agency"

It launched the urban and architectural redevelopment plan 
for the Portello area in Milan

It settled into the new owned head office on the occasion 
of the 90th Anniversary since its foundation

The Company’s shares have been delisted from the Milan 
Stock Exchange since 28 September 2018

It drew up its first Sustainability Report

It exceeded the ambitious target of 400 Agencies 
nationwide

It exceeded €1,000 of premiums and further increased the 
number of Agencies nationwide with 100 new Agencies in 3 
years 

It exceeded the target of 1000 billion lira of premiums

It was listed on the Milan Stock Exchange

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

It was renamed "La Vittoria. Compagnia di Assicurazioni Generali"

The "Italian Excess Insurance Company" was founded in Cremona1921

1936

1968

1988

1998

2001

2009

2011

2012

2013

2015

2017

2018

Establishment of an Insurtech Incubator for Open 
Innovation2019
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OUR IDENTITY AND
OUR VALUES

The insurance activity has a re-
levant social impact.

It is a social activity because 
it concerns the life of the man 
and the woman as a family 
member and active participant 
of an interconnected commu-
nity.

It concerns the life of the man 
because it is about his project 
of life, the income to be main-
tained, the standard of living of 
his family, the safeguard of his 
assets, his pension.

It concerns the community be-
cause insurance companies 
come from mutual organiza-
tions, it is the mutuality, i.e. 
the tendency to associate pro-

moted by the need of mutual 
guarantee of protection and 
assistance, cornerstone of the 
insurance company.

It is only thanks to the commu-
nity of the insured that is pos-
sible for an insurance to meet 
the commitments undertaken 
with each insured.

But, above all, the insurance 
is socially relevant because it 
steps in when the state of need 
is actual, i.e. real, proven, in 
other words, when a harmful 
event has occurred: a claim.

A case of catastrophic dama-
ge, not so uncommon, if we 
analyse the extreme climate 
events we are facing, occurs 

One of the most important va-
lues for Vittoria is the loyalty.

The Loyalty can be seen as a 
choice that is renewed over 
time.

In this sense, the loyalty is in-
tended as a feeling of our cu-
stomers and partners towards 
us, resulting from a positive 

assessment of our actions for 
which they may rely upon our 
ability to meet our commit-
ments.

Loyalty is, therefore, intended 
as trust agreed upon and will-
ingness to renew a freely un-
dertaken commitment.

But loyalty may also mean 
truth, true representation of the 

original, match to reality. So, 
the loyalty is also synonymous 
with sincerity, in all circumstan-
ces, by keeping initial promises 
and behaving according to a 
pre-set code.

In Vittoria we are aware of that 
and we act accordingly, thanks 
to people that work with pas-
sion, continuously seek innova-
tion and undertake to do a little 
bit better each day.

when there is a damage, and it 
is just the insurance company 
that will do the difference, for 
that family, for that company, 
for that community, amidst 
continuity and failure.

Insurance has a social value: it is a serious thing.

We strive for excellence

.

Mission statement

We satisfy our customers’ expectations. We develop 
constant, strong and lasting relationships of trust

Vision statement 
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In March 2018, the Board of Directors of Vittoria Assicurazioni implemented the new Code of Ethics: a char-
ter of principles defining the guidelines for a corporate management that is sustainable and respectful of 
all stakeholders, a summary of the ethical and accountability values we hold dear. 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, employees, agents, consultants, 
shareholders, customers, suppliers, public administrations, 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 Code of Ethics: 
more strength to our values

Our vision is about satisfaction: 
we satisfy the expectations of 
our customers and partners 
and we develop ongoing and 
lasting relationships with them.

We are a proudly Italian com-
pany, on the market for almost 
100 years (the centenary will 
be in 2021) and we know well 
the value of the presence on 

the territory, we are present on 
the main Italian cities with our 
network of over 2000 distribu-
tors, including agents and sub-
agents.

SUSTAINABILITY
AND TRASPARENCY

LEGALITY
AHD HONESTY

INNOVATION

SOLIDITY AND
 STABILITY

1. An history of values
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GROUP HIGHLIGHTS

552

Employees

193.1%

Solvency II ratio

471

Agencies

389.9 MLN

Distributed economic
value

56.2%

Documents digitally signed 
by Customers

25,548

Paper reams saved in one 
year

876.5 MLN

Compensations paid

10,146

Training hours provided

2,078,547

Customers
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The strategy of Vittoria Assicu-
razioni is based on 4 pillars:

OUR STRATEGY

BRAND REPUTATION

NEW MARKET
SHARES

CUSTOMER RETENTION

CHANGE IN THE
PORTFOLIO MIX

VITTORIA
STRATEGY

Vittoria strategy is based on 

four pillars:


	
Enhancement of the brand 

reputation.


	
Acquisition of new market 

shares.


	
Change in the portfolio mix.


	
Customer retention.

In the pursuit of these goals, 

Vittoria can count on several 

positive distinguishing factors, 

but it must also take into ac-

count some challenges to face:
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DISTINGUISHING FACTORS

CUSTOMER 
SATISFACTION

INNOVATION

STABLE 
RELATIONSHIPS

DISTINGUISHING
FACTORS


	
the ability to innovate sales 

and post-sales processes, 

which turns into a compa-

rative advantage for Vittoria 

over competitors;


	
stable and lasting relations 

with our partners, above all 

the agents;


	
the ability to satisfy our cu-

stomers which is constantly 

monitored through the tran-

sactional Net Promoter 

Score introduced in July 

2019.

CHALLENGES

BRAND VISIBILITY

COMPETITION

RETENTIONCHALLENGES


	
cope with competitors in a 
market that is opening not 
only to banks but also to 
other operators, in particular 
those coming from the ser-
vice industry. It is therefore 

essential to innovate the 
supply system, as well as 
processes.


	
step up the frequency of 
contact with our customers, 
to timely act and provide the 

best consultancy during the 
purchasing and renewing 
processes.


	
act for a great dissemina-
tion and knowledge of our 
brand.
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Enhancement 
of the brand 
reputation
The name Vittoria has a good re-
putation, as evidenced by some 
satisfaction indicators gathered 
through surveys performed on 
customers and agents, but it is 

known only by our customers 
and our network. An initiative 
focused on the communication 
of the brand values would ena-
ble to enhance the reputation 
also among consumers and the 
agents of other companies.

During 2019 a project for the 
communication strategy of Vit-
toria has been set up for the 

next years, covering all main 
recipients: our customers, our 
agents, agents of other compa-
nies, employees, strategic part-
ners and shareholders.

The Company’s position and the 
communication strategy have 
been approved by the Board of 
Directors of Vittoria.

Acquisition of new
market shares
A sustainable development 
must embrace the growth of 
premiums  and the growth of 

the number of customers.

Vittoria has agreed to conti-

nue investing on this strategic 

approach, combining the re-

cruitment of new agents with 

sub-agents to work along the 

existing network, including ope-
rating marketing actions aimed 
at generating new potential 
buyers, and the development 
of other sales channel, such as 
brokers, banks or other distribu-
tion networks.

Vittoria hub: 
supply innovation 
via Open
Innovation
By adopting a model of Open 
Innovation, Vittoria Assicura-
zioni wants to accelerate the 
innovation on the basis of these 
guidelines:


	
introduction of new techno-
logical methods and sy-
stems aimed at expanding 
its supply system


	
study of new distribu-
tion models, promoted by 
technology, which enable to 
reach consumers through 
other channels, (Business 
to Consumer or Business to 
Business).

This is why Vittoria established 
Vittoria hub, an Incubator dedi-
cated to the Open Innovation, 
which will foster the circulation 
of ideas and the growth of new 
business models.

The incubator will be tasked with 
attracting Investors, technolo-
gical Partners and innovative 
Start-ups in one hub, which 
believe in the new concept of 
“ecosystem according to Vitto-
ria”, and will  act to accelerate 
their path from the idea to the 
iindustrial maturity - all in one 
environment which fosters the 
disruptive innovation, thanks to 
the Open Innovation in the insu-
rance sector.

The technological innovation 
applied to the world of the in-
surance companies is called 
Insurtech, but the term “insur-

tech” defines a very wide world. 
Vittoria has chosen a precise 
field of technological innovation 
focused on fostering the devel-
lopment of ecosystems.

Vittoria hub will start to work 
with the first “calls for innova-
tion” from the first quarter of 
2020.

One of the main highlights of 
Vittoria hub will be the imple-
mentation of an “API Sandbox” 
through which each stakeholder 
of Vittoria hub (partner, startup 
and Vittoria itself) will share their 
innovative applications through 
API interfaces – so it will be easy 
for third parties, whether a new  
start-up or a new sales partner, 
to integrate Vittoria hub ecosy-
stems into their systems.

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE 
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Open Innovation
The Open Innovation is a strategic and cultural approach according to which the Company intends to 
creare more value and compete better on the market. Hence, it chooses to use not only internal ideas and 
resources, but also technological visions, solutions, tools and skills coming from the outside, in particu-
lar, from start-ups, universities, research institutes, suppliers, inventors, programmers and consultants.

The ecosystem according to Vittoria

For there to be an insurance, an object 
is required, that is identified in a timely 
fashion, with a certain likelihood, in a speci-
fic event. Nevertheless, these elements exist 
regardless of an insurance. All services that 
can be provided to anticipate or prevent a gi-
ven event are called prevention services. All 
services that are provided upon occurrence of 
an event or immediately after that, are called 
assistance services. All services provided af-
ter an event, aimed at repairing or taking care, 
are called remedy services. All services that are 
provided to keep the ecosystem under control 
are called monitoring services. For Vittoria Assi-
curazioni, an ecosystem is made up of a built-in 
and well-orchestrated set of prevention, monito-
ring, assistance, remedy and insurance services. 
Customers enter the ecosystems through any 
service component. Customers evolve inside the 
ecosystem of services with no barriers.

API Sandbox  
An “API sandbox” is a digital environment that an operator makes available to other operators to simulate the features 
of the production environment and to enable end-to-end test activities of new software solutions.

Services designed by partner start-ups
and Vittoria Assicurazioni

Application solutions on thematic areas
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Change in the 
portfolio mix
Customers are an asset of the 

company and agencies: with the 

aim of better serving our custo-
mer base we have developed, 
in compliance with the GDPR 
regulation, predictive models of 
potential interest for coverage 
that is supplementing the cove-

rage already purchased, while 
taking the opportunity to better 
serve the customer and better 
balance the portfolio mix, relie-
ving the Motor line in favour of 
the Life Non-Motor lines.

Customer 
retention
The customer retention is a 
determining factor for the eco-
nomic sustainability of the com-
pany.

Knowing the reasons of dissa-

tisfaction becomes essential to 

take corrective actions, the pro-

gram of the detection for NPS 

on the downstream of the main 

touch points is providing first 

evidence. 

To increase the percentage of 

customers that renew, during 

2019, some new techniques of 

predictive analysis of behaviours 

of loyalty were developed, which 

allowed the perfo he performan-

ce of retention campaigns.

Viva

The retention program was totally renewed; indeed, during 2020, a new Viva loyalty program will start, 
which accompanies the loyalty point system of highly customized promotional offers based on the fea-

tures and preferences expressed by the customer.

Through a differentiated rewarding system, based on how long they have been customers of the Company 
and the number of existing contracts, customers enrolled in the program can benefit from advantageous insu-

rance opportunities, as well as enjoying exclusive offers from amongst the best solutions of renowned brands 
on the market. In line with the technological approach that the Company is pursuing, the Viva program has been 

focused on an omni-channel strategy, which supports the customers’ experience through all devices they have, 
by preferring the smartphone as first contact mean. As a result, MyVittoria App will become the key element, the 

starting point of the whole experience of the new loyalty program.



28



Vittoria Assicurazioni
2019 Sustainability Report 29

FROM PRINCIPLES         
TO FACTS: 

OUR GOVERNANCE
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APPOINTMENTS AND 
REMUNERATION COMMITTEE

RISK AND CONTROL
 COMMITTEE

BOARD OF DIRECTORS

BOARD OF STATUTORY
 AUDITORS

INDEPENDENT 
AUDITOR 

RELATED-PARTY
 COMMITEE

REAL ESTATE COMMITTE

FINANCE COMMITTE

STRATEGIES COMMITTEE 

SHAREHOLDERS’ 
MEETING

RESPONSIBLE GOVERNANCE

Vittoria Assicurazioni has adop-
ted a  traditional  governance 
pattern, which entails complete 
segregation between the ma-
nagement activity, handled by 
the Board of Directors, and the 
control activity, handled by the 
Board of Statutory Auditors - 
both boards are appointed by 
the Shareholders. The audit of 
the consolidated financial state-
ments of Vittoria Assicurazioni 
is performed by an external au-
ditor, currently Deloitte & Tou-
che S.p.A., in office till 2020.

The Board of Directors is vested 
with the broadest and unlimited 
for  the  ordinary  and  extraordi-
nary  management  of the  com-

pany; it  is  conferred all powers 
needed and appro-priate for 
the attainment of the corporate 
purposes that are not expressly 
reserved to the sha-reholders’ 
meeting.

In particular, the Board of Di-
rectors of Vittoria Assicurazioni 
is responsible for the strategic 
guidelines concerning the busi-
ness strategies of the Company 
and its subsidiaries.

The Board of Vittoria Assicu-
razioni is also responsible for 
defining the process for the 
detection, the current and 
forward-looking assessment, 
the monitoring, the manage-
ment and the reporting of risks, 

and it may issue provisions for 
the Company’s subsidiaries in 
terms of corporate governance  
and  risk  control and manage-
ment.

As at 31 December 2019, the 
Board is made up of 12 Direc-
tors, one of which is Executive 
and 6 Independent.

In compliance with provisions 
of Vittoria Assicurazioni By-
laws, the Board of Directors 
has established the following 
Board Committees that have 
advisory and proposal-making. 
The chart below describes their 
composition.

A stable 
structure, a 
guarantee of 
transparent and 
responsible 
governance

PEACE, JUSTICE AND 
STRONG INSTITUTION
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STRATEGIES COMMITTE

In establishing the Commit-
tees, besides considering the 
industry regulation, the perfor-
mance of the Company and the 
Group was taken into account. 
In particular, the Committees 
support the Board of Directors, 

with advisory and proposing 
functions, by defining the gui-
delines of the corporate gover-
nance system, by defining the 
strategies of development and 
investment, and by monitoring 
the internal control system.

Each Committee meets on a 

regular basis and has its own 

regulation.

Below are their main activities.

The Strategies Committee has the task of supporting the Board and the 
Top Management in defining corporate targets and strategies, by identifying 
market trends and opportunities for the development of Company; the 
Committee has also the task of supporting the Board of Directors on the 
issues related to the sustainability.

As for the appointments, the Committee exercises advisory and fact-
finding functions in the appointment of corporate offices, the appointments 
concerning top management, as well in the assessment of the fit & proper 
requirements for the appointment of corporate positions and in the Board 
self-assessment.

As for the remuneration, the Committee has advisory and fact-finding 
functions for the determination of remuneration of directors vested with 
special duties, as well as on the remuneration policies and the loyalty 
policies on risk takers.

APPOINTMENTS AND 
REMUNERATION 

COMMITTEE

RISK AND CONTROL 
COMMITTEE

In compliance with provisions under the industry regulation, the main 
function of the Control and Risk Committee is to support, with an adequate 
fact-finding activity, the assessments and decisions of the Board of 
Directors with regard to the definition of the guidelines and check of 
adequacy of the internal control and risk management system, even by 
checking/monitoring the related documentation.

The Finance Committee has the task of supporting the Board of Directors, 
through fact-finding and proposing activity, in defining policies and 
strategies of investment, risk appetite and capital management, as well as 
in defining the investment policies and in overseeing them.

FINANCE COMMITTE

The Real Estate Committee has the task of overseeing the performance of 
the Group's real estate investments, definining the development strategies 
of the sector and assessing real estate investment proposals that are 
submitted by the operating managers.

REAL ESTATE COMMITTE
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In accordance with Article 23 of the Bylaws, the legal representation of the 
Company in dealings with third parties and in legal proceedings is assigned 
to the Chairman of the Board of Directors, Deputy Chairmen, Managing 
Directors and General Managers.

The Chairman of the Board of Directors has a non-executive role and does 
not perform any management function. His main function is to regulate 
and coordinate the activity of the members of the Board whose meetings 
he chairs.

The Board of Directors has conferred on the Managing Director, Mr. Cesare 
Caldarelli, the broadest management and executive powers, defining how 
and the extent for their exercise.

The Managing Director ensures the attainment of the targets defined by 
the Board of Directors, by giving the management guidelines, ensures the 
implementation of the resolutions of the Board of Directors and the operating 
management of the corporate affairs, through the Top Management of the 
Company, ensures the governance, oversight and coordination of the whole 
activity of the Group companies.

COMPOSITION OF THE 
HIGHEST GOVERNANCE 

BODY AND ITS 
COMMITTEES

RELATED-PARTY 
COMMITTEE

The Related-Party Committee reviews beforehand the existing intra-
group operations with natural persons whose amount is higher than €100 
thousand with parent companies, as well as those operations that are not, 
exceptionally, carried out on an arm’s length basis.

The Committee also checks beforehand the operations submitted by the 
relevant corporate departments and expresses a reasoned opinion on the 
interest of the Company in undertaking the transaction, as well as the 
convenience and substantial correctness of related conditions.
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In accordance with current regulation, the Board of Directors has approved 
a policy for the identification and assessment of compliance of directorships 
and other key offices of the Company with the fit & proper requirements, in 
terms of integrity, professionalism and independence.

Purpose of the Policy is to ensure that the composition of the Board of 
Directors is such as to enable an adequate execution of the tasks conferred 
by law and Bylaws in best interest of the Company, in order to create value 
for the shareholders in the medium-long term.

Besides ensuring compliance with requirements provided for by regulations, 
the Policy aims to foster the candidacy and appointment of highly qualified 
persons based on the relevant talents, as well as the expected regulatory 
and market developments. The Board of Directors acknowledges that the 
diversity in the composition of the governing bodies may promote a balanced 
debate which, in turn, may strengthen the decision-making process thanks 
to the different views of its members.

The composition of the Board of Directors provides that there are persons 
with an in-depth knowledge of the Company, the Group and the context in 
which it operates, and the insurance technique and industry legislation, and 
persons with different training and experience in other areas and sectors, in 
order to enable the right balance in the debate, the decisions and definition 
of the development strategic lines.

It is also ensured that there is adequate balancing between the different 
categories of directors and that non-executive directors are the large 
majority compared to the executive ones, that there is an adequate number 
of independent directors, also to guarantee the training of the Board 
Committees recommended by the industry regulation.

Based on above criteria, the purpose is therefore to promote the diversity 
of experience, knowledge and expertise without exercising any kind of 
discrimination based on gender, age, race, religion or any other personal 
characteristic that is not related to the role the candidates are called upon 
to perform.

SKILLS OF THE 
GOVERNING BODY

DIVERSE AND DIVERSIFIED SKILLS TO 
ENSURE A BALANCED DEBATE
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From principles to facts:
 our Governance2.

THE LATEST NEWS 
ON GOVERNANCE 

Below is the latest news on go-
vernance during FY 2019.

The General Meeting, held on 
30 April 2019, appointed the 
new Board of Directors and the 
new Board of Statutory Audi-
tors, that will be in office till the 
General Meeting called to ap-
prove the financial statements 
as at 31 December 2021. The 
Board of Directors, as at 31 
December 2019, is made up of 

12 members, the Board of Sta-
tutory Auditors is made up of          
three standing members and 
two substitute members.

On 28 June 2019, the merger 
by incorporation (so-called re-
verse merger) of the parent 
company Vittoria Capital S.p.A. 
in the subsidiary Vittoria Assicu-
razioni S.p.A. was completed. 
This merger implied the disso-
lution of the merged company 

Vittoria Capital S.p.A., as well 
as the adoption of new Bylaws 
by the incorporating company – 
Vittoria Assicurazioni S.p.A.

The MOG has been expan-
ded with the “whistle-blowing” 
which outlines the set of ac-
tivities aimed at handling the 
reporting of wrongdoing or 
breaches of rules inside the 
company, which came to the 
knowledge of the staff for work-
related reasons.

 

Carlo ACUTIS

Andrea ACUTIS

Adriana ACUTIS

Cesare CALDARELLI

Massimo ANTONARELLI

Luciano GOBBI

Giorgio MARSIAJ

Maria Antonella MASSARI

Urs MINDER

Marzia MORENA

Luca PAVERI FONTANA

Giuseppe SPADAFORA

 

 

Chairman Emeritus

Chairman

Vice Chairman

Managing Director

Director

Director

Director

Director

Director

Director

Director

Director

Strategies

X

C

X

X

X

X

X

Real-
estate

X

C

X

X

X

X

X

Finance

X

C

X

X

X

X

X

Related-
party

X

C

Appointm
ents and

remuneration

X

C

X

Control
and Risk

C

X

X

Indepen-
dent

X

X

X

X

X

X

Executive    
      

X

CommitteeIndependence

C = Chairman of the Committee
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% individuals on the governing bodies by age group and gender

Gender

< 30 years

30-50 years

>50 years

Men

0.0%

0.0%

75.0%

Women

0.0%

8.3%

16.7%

Men

0.0%

0.0%

69.2%

Women

0.0%

15.4%

15.4%

2019Year 2018

There are not other indicators of diversity on the governing bodies, such as minority or vulnerable groups (e.g. protected categories).

The table below shows the breakdown of the governing bodies by age range and gender
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From principles to facts: 
our Governance2.

In line with industry rules and 
regulations, the system of cor-
porate governance adopted by 
the Company ensures a sound 
and prudent management by 
combining  the  profitability  of 
the undertaking with the aware 
risk-taking approach and with 
fairness-   and   transparency-
oriented operating procedures 
and   practices.   The   building 
blocks of the corporate gover-
nance system are made up of 
the risk management system 
and the internal control system.

These systems are subject to 
continuous  improvement  and 
ensure compliance with com-
mitments to policyholders and 
beneficiaries,  as  well  as  the 
counterparties, and aim to the  
safeguard  of  assets  by  pur-
suing the long-term strategic 
objectives.

The corporate governance sy-
stem rules how the Company is 
governed and controlled.

The Board of Directors appro-
ves the strategic plan of the 
company, by determining the 
targets based on the macroe-
conomic and market context.

Furthermore, the Board of Di-
rectors:


	
approves specific guidan-
ce policies  to  determine  
the Guidelines of the who-
le in-ternal control and risk 
ma-nagement system, by 
esta-blishing,  in  particular,  
the risk appetite of the com-
pany and tolerance levels; 
furthermore, it ensures that 
all corporate levels strictly 
implement the directives, by 
guaranteeing a widespread 
dissemination of the guidan-
ce policies issued by it, as 
well as the implementation 
and the maintenance of a 

suitable system of organiza-
tional and operational provi-
sions on the other hand.


	
issues Guidelines and pro-
visions on corporate gover-
nance, for its subsidiaries;


	
checks   adequacy   of   the-
risk  management  system 
and internal control system 
compared to the characte-
ristics of the company and 
the current and forward-lo-
oking risk profile, as well as 
its effectiveness.

The organizational model un-
derlying the risk management 
system and the internal control 
system is based on three lines 
of defence and the joint activity 
of different players.

INTERNAL CONTROL AND RISK 
MANAGEMENT SYSTEM

Ci assicuriamo 
che i nostri 
clienti conoscano 
e coprano i propri 
rischi.
Ci assicuriamo
di gestire 
consapevolmente
e
responsabilmente
i nostri rischi

PEACE, JUSTICE AND 
STRONG INSTITUTIONS

We ensure that 
our customers 
know and cover 
their risks.
We ensure to 
manage our risks 
consciously and 
responsibly 
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This is the only 
way we can be 

sure we are 
there when our 

Customers
need us 

BOARD OF DIRECTORS AND
BOARD OF STATUTORY AUDITORS

SENIOR MANAGEMENT

1ST LINE OF 
DEFENCE

2ND LINE OF 
DEFENCE

3RD LINE OF 
DEFENCE

EXTERNAL 
AUDIT

BUSINESS 
AND SERVICE 
CORPORATE 
FUNCTIONS

KEY FUNCTIONS – 
RISK MANAGEMENT, 

COMPLIANCE, 
ACTUARIAL 
FUNCTION

INTERNAL AUDIT 
FUNCTION

OVERSIGHTManagement of risks 
and control actions in 
the daily business. Criti-
cal events to be notified 
to the Risk Management 
Function, Compliance 
and Actuarial Function

Support to company 
functions within the 
scope of the risk ma-
nagement.

Monitoring of risks and 
understanding of their 
nature and significance. 
Adequate internal con-
trol system in place.
Check of the level of 
effectiveness of measu-
res and control actions 
through audits.

The risk management and 

control system and the inter-

nal control system monitor all 

risks arising from typical busi-

ness activities of the Company, 

in addition to the prevention 

and treatment of potential en-

vironmental and social risks 

which the Company is exposed 

to, as well as the potential en-

vironmental, social and human-

rights- related impact, arising 

from its activities.

The commitment 
aimed at preven-
ting from causing 
social and envi-
ronmental risks
Social risks are divided into th-
ree macro categories:


	
I rsocial risks are divided into 
three   macro   categories: 

risks for health, safety and  
psychological and ethical in-
tegrity of people. Practices 
and   procedures   adopted 
by the Company, which go 
beyond what is required by 
law, pursue the safeguard 
and wellbeing of its employ-

 yees and collaborators, the 
fairness  and  transparency 
towards   consumers   and, 
more  generally,  the  good 
business practices.


	
environmental   risks   arise 

from natural   events   and 

corporate activities (e.g. 

anthropogenic origin) which 

may impact negatively peo-

ple, animals and ecosystem. 

The Company pursues envi-

ronmental practices aimed 

at the preservation of the 

natural resources by redu-

cing the direct and indirect 

environmental impact.

SUPERVISORY BOARD
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From principles to facts:
our Governance2.

ANTI-CORRUPTION
AND ANTI-MONEY LAUNDERING

Organization and 
Management 
Model under Leg. 
Decree 213/2001
The control on the prevention of 
offences related to corruption 
and money-laundering is pro-
vided by the Organization and 
Risk Management Model (“Mo-
del”), established under Leg. 
Decree 231/2001, by analyzing 
the corporate processes that 
may be sensitive in relation to 
the offences of corruption and 
outlining the internal proce-
dures laid down to fight and 
mitigate the corruption risks. 
It is therefore integral part of 
the corporate governance and 
risk management system and, 
in addition to preventing above 
offences, it gives particular fo-
cus on risks relating to health, 
safety and environment.

The last update of the Model 
was approved by the Board of 

Directors of Vittoria Assicurazio-
ni held on 13 November 2019.

On the occasion of this re-
view, the regulation introdu-
ced by law of 9 January 2019 
(so-called Spazzacorrotti) was 
implemented. This law also 
changed the regulation of the 
prosecution for corruption of-
fences between private parties 
and instigation to corruption 
between private parties. The 
Model also includes the project 
for implementing the regulation 
on Whistleblowing.

The Organization and Man-
agement 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 par-
ticular, the Organization and   
Management   Model, with 
reference to the activity per-
formed by the company that 
applies it, identifies the are-

as  and  processes that are 
sensitive with regard to the 
different types of offences;


	
identification of the Super-
visory  Body (made  up of 
an external chairman, a 
standing  statutory  auditor 
and the heads of Internal 
Audit,   Compliance,   Risk 
Management,   Legal   and 
Anti-Money Laundering), its 
functions  and  powers,  its 
reporting to corporate bo-
dies and its obligations to 
obtain information require-
ments and to verify the ade-
quacy of the Model;


	
the arrangements for infor-
ming and disseminating 
the Organization and Man-
agent Model to all parties 
with whom Vittoria Group’s 
companies  establish  rela-
tionships, and in particular 
to employees, agents, sub-
sidiaries and external colla-
borators.

O ZERO

Penalties for breaches 
under Leg. Decree 
231/2001

The Model is 
disseminated to 
all employees and 
Agency network

The intermediary companies of 
the insurance services adopt 
the Organization and Manage-
ment Model of Vittoria Assicu-
razioni, while the subsidiary real 
estate companies have their 
own Model according to their 
specific characteristics. Each 
Company having a Model has 
established a dedicated Su-

pervisory Body with the task 
of monitoring its compliance, 
constantly updating it and in-
forming the Board of Directors 
of the Company.

Vittoria   group   has   always  
fought money laundering and 
terrorism  financing  thanks  to 
the establishment of a dedi-
cated Anti-Money Laundering 
Function. It fulfils the obliga-
tions required by law, such as 
the customer due diligence and 
reporting of “suspicious” tran-
sactions identified according 
to red flags provided for by the 
financial regulator.

Although only Vittoria Assicu-
razioni is subject to the anti-
money laundering regulation in 
the Group, even all real-estate 
companies  monitor  the anti-
money laundering risks within 
the scope of each Model drawn 
up by each company.

Training on administrative lia-
bility of entities, including the 
offences   of   corruption   and, 
generally, the prevention of the 
offences set forth by the Model, 
was not provided during 2019, 
waiting for updating the rele-
vant platform.

PEACE, JUSTICE AND 
STRONG INSTITUTIONS
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In the last year, different regulations have provided for the Whistle-
blowing to protect persons reporting offences or irregularities they 
become aware of within the scope of their business relationship. 

In 2018, Vittoria Assicurazioni promptly updated its Organization and 
Management Model pursuant to Legislative Decree 231/2001.

In order to harmonize the impact from the different regulations, during 
2019 Vittoria established an instrument that is useful to protect the 

Company and its stakeholders from any wrongdoing or breaches and 
arranged the following activities:

an ad hoc organizational procedure for reporting;

at least two whisteblowing channels, one of which is information techno-
logy, which guarantee the confidentiality of the identity of the whistleblo-

wer and the reported person and which enable persons in top management 
and those subject to them to report relevant unlawful behaviours in detailed 

manner;

training sessions at all levels that may enable to better know the Whistle-
blowing.

To manage the implementation of these activities, a corporate policy will be 
drawn up to outline all Whistleblowing activities required by the different re-

gulations.

Whistleblowing 





RELATIONS WITH REGULATORS

 

Number of IVASS penalties 

IVASS penalty amount (€/thousands) 

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

Penalties from COVIP, Garante Privacy, AGCM and CONSOB

Penalties

2018

 6 

 17.6 

0

0

2019

3

4.7

2

1

The table considers the date of notification irrespective of actual disbursement.

A continuous comparison and 

dialogue have always underpin-

ned our relationships with the 

Regulators.

Compliance   with   rules   and 

regulations, spirit of coopera-

tion, and complete and relia-

ble responses to the requests 

sent by the Regulators led to 

a decrease, compared to the 

previous years, of the specific 

offences on complaints.

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 pen-
alties in the market.
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SOUND, STABLE, 
RESPONSIBLE
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From principles to facts:
our Governance3.

482.2 MILLION

Economic value generated

1,450.2 MILLION

Insurance premiums

89.7%

Combined Ratio (retained)

€79.2 MILLION

Net profit

 

Non-Life Premiums (direct)

Life Premiums (direct)

Total Premium (direct)

Non-Life claims (direct business) 

Life claims (direct business) 

Total claims (direct business)

Result from financial instruments and real-estate investments

Operating expenses

Consolidated result

Investments and cash equivalents

Technical reserves

Group Net Equity

 Key financial indicators

2018

       1,195.8 

           203.9 

    1,399.7 

           805.0 

           214.5 

        1,019.5 

            92.0

299.6

100.4

4,073.9

2,911.8

850.5

2019

      1,220.9

229.3

     1,450.2

         814.9

247.0 

        1,061.9 

        44.6

302.3

79.2

4,143.3

3,160.0

659.6

€/million

ECONOMIC SOUNDNESS AND 
FINANCIAL STABILITY

Source: Vittoria Group Consolidated Financial Statements

increase of 2.1% in Non-Life 
business and an increase of 
12.5% in Life business.

The real-estate sector, though 
still negative, showed an im-
provement compared to the 
previous year, with a net nega-
tive result of €3,361 thousand 
(net loss of €6,089 thousand as 
at 31 December 2018).

Service business reported a 
loss, before taxes and minori-
ty interests, of €104 thousand, 
compared to an income of 
€189 thousand as at 31 De-
cember 2018.

Performance of 
Vittoria Group

FY2019 ended with a Group 
net profit of €79.2 million, 
down by 21.1% compared to 
the profit of FY2018 (€100,433 
thousand), which included ex-
traordinary income €44,757 
thousand (gross of the tax ef-
fect) arising from the sales of 
the equity interest in Camfin 
S.p.A. (formerly Nuove Parteci-
pazioni S.p.A.).

Excluding this extraordinary 

income from investments, the 
net profit of the Group is up by 
40.9% compared to the pre-
vious year, with an increase of 
€ 23,005.

Thanks to the continuous ac-
tions aimed at the consolida-
tion and development of the 
existing   portfolio,   insurance 
written premiums recorded a 
total increase of 3.6%.

Total insurance written pre-
miums as at 31 December 
2019 amounted to €1,450.2 
million (€1,399.7 million as at 
31 December 2018) with an 

42

DECENT WORK AND 
ECONOMIC GROWTH
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D0.20

Proposed dividend

13.9%

ROE

D659.6 MILLION

Group Net Equity

Source: 2019 Consolidated 
Financial Statements

Life Business as at 31  De-
cember 2019 totalled €229.3 
million, broken down in €67.7 
million of recurring premiums 
and €161.6 million of single 
premiums.

The total of claims, accrued 
capital sums and annuities, 
as well as surrenders, net of 
liquidation costs, was €106.5 
million. 

Life Business Premiums

Non-life as at 31 December 
2019 were €1,220.9.

The Non-Life combined ratio 
and the loss ratio retained were 
89.7 % and 65.1%, respectively 
(Italian GAAPs). The correspon-
ding ratios as at 31 December 
2018 were 92.5% and 67.6%, 
respectively.

Non-Life Business Premiums

I Whole- and term life  D228.1 MILLION 

Net profit
of €79.2

million

Motor lines D 883.4 MILLION

D330.0 MILLION  Non-motor lines

D6.7 MILLION  Specialty lines

D1.0 MILLION  IV Health (long-term care)V capitalization  D0.2 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 

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

let grow: the 
secret of the 
sustainable 
development

Sound, stable, responsible3.

44

 

FINANCIAL STATEMENT ITEMS 

Accrued premiums

Accrued claims

Gains and losses from financial instruments and investment property

Other gains and losses

ECONOMIC VALUE GENERATED

VALUE DISTRIBUTED

VALUE RETAINED BY THE COMPANY

Value Added  

2019

             1,381.4 

-985.1

                  57.8 

                  28.1 

482.2

389.9

92.3

€/million

Source: 2019 Financial Statements

 

2018

             1,346.3 

-979.9

                  94.0 

                  25.1 

485.5

375.3

              110.1
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The economic value genera-
ted by Vittoria Group is €482.2 
million and shows the value 
of the wealth produced in the 
FY2019.

Sales revenues have been iden-
tified with earned premiums, 
accounting for €1,381.4 mil-
lion. After covering the costs 
linked to the business, mainly 

identified in the costs linked 
to the payment of claims ac-
counting for €985.1 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 €51 million to 
tax authorities in the last years, 
helping to support our national 
system, in terms of health, cul-
ture, infrastructure and services 
to the benefit of our country. 

In 2019, we 
allocated 

€389.9 million

 

Staff remuneration

Agents and other intermediaries

Suppliers

Remuneration of the lending capital

Remuneration of the risk capital

Remuneration of Public Administration

External donations

TOTAL

2019 

         52.0 

       215.0 

         60.5 

           15.6

        12.9* 

       33.7

            0.2 

389.9

2018 

         56.2 

       208.2 

         56.9 

            7.3 

         19.4** 

         27.1

            0.2  

375.3

%

       13.4 

   55.1 

       15.5 

          4.0 

       3.3 

        8.6 

          0.1  

100%

Value Distributed

€/million

Source: 2019 Financial Statements

* The share allocated to the shareholders corresponds to the dividend of net profit of FY2019 that the Parent Company's Board of 
Directors will propose to the Shareholders' Meeting.

**The share allocated to the shareholders corresponds to the dividend of net profit of FY2018 resolved upon by the Shareholders' 
Meeting.

%

        15.0%

     55.5% 

       15.2 %

          1.9% 

        5.2 %

        7.2 %

          0.1 % 

100%
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Sound, stable, responsible3.

2019

2018

The Value Distributed outside 
Vittoria Group 

in 2019 is €389.9 million, bro-
ken down as follows:

Value Distributed

15.0%  Staff remuneration

Agents and other intermediaries  55.5%

Suppliers 15.2%

7.2%  Remunerazione della pubblica 
amministrazione

0.1% External donations

5.2%  Remuneration of Public Administration

1.9%  Remuneration of the lending capital 

Value distributed €375.3 MILLION

In 2019, we 
were
close to our 
policyholders 
providing
compensation 
for €876,5 
million

13.4%  Staff remuneration

Agents and other intermediaries  55.1%

Suppliers 15.5%

8.5%  Remuneration of Public Administration

0.1%  External donations

3.3%  Remuneration of the risk capital

4.0%  Remuneration of the lending capital 

Value distributed € 389.9 MILLION
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The main purpose of our in-
vestment   management   stra-
tegy is to pursue adequate 
performance targets according 
to the risk of each portfolio, to 
meet the contractual obliga-
tions with the policyholders. To 
this end, the management of 
the assets is primarily focused 
on ensuring, beyond a reasona-
ble profit, the capital strength of 
the Company through a policy 
for containing the liquidity risk 
and market risks. In particular, 
the capital strength is pursued 
as follows:


	
potential loss following an 
adverse change in the curve 
of interest rates, credit spre-
ads, equity and real-estate 
prices;


	
the optimization of the finan-
cial performance 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.

We have already undertaken 
an activity for mapping the in-
vestments, with the aim of iden-
tifying the connected sustaina-

bility risks, to be subsequently 
integrated into the decision-
making processes relating to 
the Company’s investments. 
So we will be ready to imple-
ment also the provisions of the 
Regulation 2019/2088 adopted 
by the European Parliament 
and the Council of the Euro-
pean Union of 27 November 
2019, on the sustainability-rela-
ted disclosures in the financial 
service sector.

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 

49

PEOPLE IN THE 
SPOTLIGHT
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Vittoria seeks to disseminate 
and share its values with all 
employees.

HUMAN RESOURCE

Responsible 
because we are 
at the core of  
conscious
relationships 

People in the spotlight4.
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VALUESSERIOUSNESS

CONSTANT
IMPROVEMENT               

MOTIVATION

SENSE OF
BELONGING

PROFESSIONALISM

PROFESSIONALITÀPROFESSIONALISM
Professionalism is knowing how to do it, when to do it, and doing it.

Frank Tyger

If you want to build a ship, don't drum up the men to gather wood and don't 
assign them tasks and work, but rather teach them to yearn for the vast 
and endless sea

Antoine De Saint-Exupery

MOTIVATION

SENSE OF BELONGING
The expression “belonging” is used to indicate the adherence to the ideas 
of a community of which you feel integral part

SERIOUSNESS

INNOVATION AND 
CONSTANT IMPROVEMENT

There are no things well done, there are things done and then things done 
better.

It is our responsibilities, not ourselves, that we should take seriously.

 Peter Ustinov

With the aim of always giving 
greater importance to a cle-
ar and transparent commu-
nication with its employees 
and with an utmost sharing                     
approach, during 2019, the 

Group launched the new inter-
nal communication portal cal-
led Vittoria People. The project 
aims to involve the whole staff 
in all steps of the Employee 
Journey.

The new platform enables to 
see all corporate initiatives, 
events and communications, 
and provides employees, during 
their professional lives, with ac-
cess to all contents of interest.
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People keep on being crucial for 
the success of our Group.

Investing on the growth and 
professional development of 
each one was and still is a stra-
tegic objective through which 
we aim to gain the best results.

Our organization is based on 

a work culture resulting in fair- 
rness, professionalism and    
merit. There are 552 employees, 
99.7% of which have a perma-
nent contract.

It should be noted that: North 
includes Liguria, Val D'Aosta, 
Piedmont, Lombardy, Friuli Ve-

nezia Giulia, Trentino Alto Adige, 
Veneto, Emilia Romagna;

Centre includes Tuscany Mar-
che, Umbria, Lazio;

South and Isles include Abruz-
zo, Basilicata, Calabria, Cam-
pagna, Molise, Apulia, Sardinia, 
Sicily.

Our people

Number of employees by gender and type of contract (permanent - temporary) as at 31 December

Type of contract

Men 

Women

TOTAL EMPLOYEES

Permanent

400

149

549

Temporary

1

2

3

TOTAL 

401

151

552

Permanent

426

169

592

Temporary

1

1

2

TOTAL 

427

170

597

2019Year 2018

Number of employees by type of contract (permanent - temporary) and geographic areas as at 31 December

Type of contract

North

Centre

South

TOTAL EMPLOYEES

Permanent

476

50

23

549

Temporary

2

1

0

3

TOTAL 

478

51

23

552

Permanent

511

62

22

595

Temporary

2

0

0

2

TOTAL 

513

62

22

597

2019Year 2018

Total employees by gender and type of contract (full-time/part-time) as at 31 December

Type of contract

Men 

Women

TOTAL EMPLOYEES

Full-time

401

126

527

Part-time

0

25

25

TOTAL

401

151

552

Permanent

427

147

574

Temporary

0

23

23

TOTAL

427

170

597

2019Year 2018
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552

Employees of Vittoria 
Group

99.5%

Employees of Vittoria Group 
with permanent contracts

People in the spotlight4.

Number of incoming employees and rate by Gender – Age group – Geographical areas

YEAR 2019

Gender

North

Centre

South and Isles

TOTAL EMPLOYEES

RATE

Men

5

1

0

6

31.6%

Women

3

0

0

3

60.0%

Men

14

0

1

15

6.5%

Women

3

5

0

8

7.4%

Men

2

0

0

2

1.3%

Women

0

0

0

0

0.0%

Total

27

6

1

34

Total

5.6%

11.8%

4.3%

6.2%

Age group <30 yrs 30-50  yrs >50  yrs Total
employees

Incoming 
turnover

YEAR 2018

Gender

North

Centre

South and Isles

TOTAL EMPLOYEES

RATE

Men

4

0

1

5

38%

Women

4

0

0

4

57%

Men

9

1

0

10

4%

Women

0

1

0

1

1%

Men

2

0

0

2

1%

Women

0

0

0

0

0%

Total

19

2

1

22

Total

3.7%

3.2%

4.5%

3.7%

Age group <30  yrs 30-50  yrs >50  yrs Total 
employees

Incoming 
turnover

Vittoria People

With Vittoria People, the Company wanted to give shape to a system 
of internal communication system with the creation of an editorial 

plan which enhances existing contents, actions and initiatives, and 
creates interaction among people.

This is all in an easy, efficient and current-systems-integrated way, by 
enhancing what was already available in the Company.

Attention was also given to the needs arising from people involved in 
different focus groups:

make information simple and easily accessible;

receive clear messages;

define the “rules of engagement”;

organize and rationalize communications, contents and tools that are avaia-

ble;

disseminate culture within the company; Vittoria People:

a meeting point where people can feel valued.
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People in the 
spotlight:

their growth is 
our value

Number of outgoing employees and rate by Gender – Age groups – Geographical areas

YEAR 2019

Gender

North

Centre

South and Isles

TOTAL EMPLOYEES

RATE

Men

2

1

0

3

15.8%

Women

0

3

0

3

60.0%

Men

6

2

0

8

3.4%

Women

5

2

0

7

6.5%

Men

13

1

0

14

9.3%

Women

7

0

0

7

18.4%

Total

33

9

0

42

Total

6.9%

17.6%

0.0%

7.6%

Age group <30  yrs 30-50  yrs >50  yrs Total 
employees

Outgoing 
turnover

YEAR 2018

Gender

North

Centre

South and Isles

TOTAL EMPLOYEES

RATE

Men

2

0

1

2

15%

Women

1

0

0

1

14%

Men

10

1

0

11

5%

Women

3

1

0

3

3%

Men

5

0

0

5

3%

Women

2

0

0

2

5%

Total

23

1

0

24

Total

4.5%

1.6%

0.0%

4.0%

Age group <30  yrs 30-50  yrs >50  yrs Total 
employees

Outgoing 
turnover
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100%

Employees covered with 
Collective Category
 Contracts

With this agreement, the Com-
pany has proven its constant 
and significant commitment for 
the improvement of the profes-
sional and personal well-being 
of its employees.

Key element of the new CIA 
is undoubtedly the increased 
contribution to the Employee 
Pension Fund. Vittoria Assicu-
razioni investment is, indeed, 
among the highest of the insu-
rance industry. That is a great 
result which reflects the desire 
of the Company of ensuring a 
stable and sound future to its 
resources.

Trade union relations

The agreement has also  pre-
ferred the main areas of inte-
rest for employees: the health 
assistance with an increase of 
the limits relating to medical 
and dental expenses, and the 
welfare.

In particular, for the first time in 
the Company, it was possible 
for all employees to turn the 
productivity award into corpo-
rate welfare.

To give more stability and sa-
fety to its employees, the CIA 
was also signed with a contrac-
tual term of four years. 

Since its foundation, the Group 
has established relations fo-
cused on fostering the utmost 
collaboration between the 
Company and trade unions, 
with the aim of combining ef-
fectively the corporate needs 
and the workers’ expectations.

We have paid great attention 
over time to provide the best 
economic and working condi-
tions so as to foster the perso-
nal and professional well-being 
of all collaborators.

On 29 May 2019, just few 
months after the termination 
of the previous agreement, the 
new supplementary corporate 
agreement (CIA) was signed 
with the corporate trade union 
representatives.

Through 
collaborative 
and constructive 
relations with 
the trade 
unions, we 
protect the 
interest of the 
Workers and the 
Group

People in the spotlight4.
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88

Internal courses provided

 Hours of training for 
employees

32

External courses provided

18

Average training hours 
per employee 

70%

385 employees out 
of 552 received training 

In   an   ever-changing   market 
and in a corporate technologi-
cal progress- and innovation-
oriented context, it is essential 
to always remain up-to-date 
and keep up with times: this is 
possible through an ongoing, 
efficient and targeted training. 
The main objective, on which 
we developed the 2019 training 
plan, was to enable each em-
ployee to work in a smarter and 
more efficient way, and as a 
result to learn new techniques 
and tools that allow to better 
develop one’s skills.

Courses were provided on 
regulatory, technical, IT and 
language matters, as well as 
other courses relating across-
the-board skills. The core of 
our annual plan was also the 
promotion of the Agile Project 
Management culture through 
training activities aimed at in-
volving and spreading know-
how among the resources, to 
efficiently accompany them 

towards an organizational and 
therefore cultural change.

The training plan was arranged 
for all employees of Vittoria 
Group and, specifically, inclu-
ded:


	
training paths for specific 
“population targets” and 
related to the internal custo-
mer’s needs, which enable 
to offer a tailor-made servi-
ce;


	
targeted initiatives for ma-
nagers and their staff, to 
accelerate the acquisition of 
skills;


	
traditional training along-

 side new educational mo-
des, such as e-learning, we-
binars, workshops, gamifi-
cation and team building;


	
the possibility for all em-
ployees of  enrolling  au-

 tonomously   in   the   training 
courses  proposed  by  the 
company   or   asking   for 

Staff training

courses for training needs 
that are not foreseen by our 
plan, by accessing #InVit-
toria, hence providing the 
resources with the chance 
to proactively manage their 
training.

We designed and arranged 
meetings between Vittoria’s 
employees and the agency 
network through innovative 
training activities such as the 
“gamification” specifically de-
signed to train the team spirit of 
participants.

Also in 2019, continuing   with   
a systemic approach   of   dis-
semination and management 
of the digital innovation that 
characterized previous years, 
we adhered to the initiative “Di-
gital Innovation Observatories”, 
in association with the School 
of Management of Politecnico 
di Milano.

 10,146 

Ongoing 
training, a 

strategic 
choice to grow 
ALL TOGETHER

Average training hours worked by position and gender

Gender

Employees 

Middle managers 

Senior managers

AVERAGE TRAINING HOURS

Year

Average training hours = Number of training hours provided / Number of employees.

Men

17

14

23

16

Women

20

31

43

23

Men

15

23

20

18

Women

15

33

36

19

2019 2018

Total average

18

17

26

18

GENDER EQUALITYQUALITY EDUCATION

Total average

15

25

22

18
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The professional growth is 
acknowledged as one of our 
top priorities. This is why we 
provide our employees devel-
opment paths aimed at buil-
ding and strengthening a team 
of specialists and managers. 
This enables us to foster the 
internal growth of our staff and 
the technical expertise, whilst 
promoting the organizational 
well-being and professional de-

velopment that enable to value 
our people.

In 2019, the professional de-
velopment paths were also 
addressed to the employees 
of other companies of Vitto-
ria Group and, specifically, the 
following paths were designed 
and provided:


	
Development Paths dedi-
cated to specific “popula-

Professional development paths

tions”;


	
Counselling Area Paths;


	
Project Management 

Project;


	
Technical Area Paths;


	
Cyber Security Path;


	
Well-being Paths;


	
Communication Path.

People in the spotlight4.

We value 
people focusing 
on their 
professionalism

OBJECTIVE

Promoting the professional 
development of junior resources of 
the Company 

Strengthening the corporate 
identity among employees and 
fostering the exchange of know-
how among people

Working on real corporate projects 
CAMPUS VITTORIA

Two-year professional 
development path for

 junior resources

Development Paths dedicated to specific “populations”

23  Participants in the 
second edition 2016-
2018

22  Senior-sponsors and 
tutors 

38  Internal teachers

11  Corporate projects

334  Hours of classroom 
training per person 

10  External teachers

4  Tutors-former 
participants in the 
first edition of Campus 
Vittoria

OBJECTIVE

The introduction of new 
applications and the evolution of 
existing one require some ad hoc 
actions designed with the best IT 
training companies.

IT COURSES
Developing specialist 

expertise useful for the function 

23  Participants in the 
second edition 2016-
2018

22  Senior-sponsors and 
tutors

38     Internal trainers

QUALITY EDUCATION
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Counselling Area Paths

OBJECTIVE

Acquiring organizational skills

Disseminating innovative working 
tools and methods

Leading a working group in the 
management of projects

TUTORING PATH
Getting managerial experiences

7  Resources  

1  External trainer

24  Hours of classroom 
Training per person

OBJECTIVE

Increasing managerial skills

Implementing efficient actions to 
develop the abilities and attitudes 
of everyone

Encouraging the single person to 
improve the performance

COACHING PATH
Improving the managerial

1   External coach

13   Coachees

7.5   Hours of classroom 
training per person 

OBJECTIVE

Conveying, through innovative 
and engaging methods, the 
purpose and use of the most 
important tools of the Agile Project 
Management

Disseminating working tools and 
methods

Improving the abilities of 
communication and negotiation 

Creating productive relationships 
among people involved

PROJECT MANAGEMENT 
PATH

Providing technical tools for the 
project management 

Project Management Paths 

17   Agile people involved in 
2019

3  Tutors

40  Hours of classroom per 
person

1  External teacher
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OBJECTIVE

Providing the instruments to 
choose the level of protection that 
most suits to the specific personal 
needs

Broadening the knowledge relating 
to the accident line of business 
and the different applications in 
the sector

COURSE ON ACCIDENTS
Increasing the awareness of 

risks in the workplace

  8  Participants

28  Training hours per 
person 

OBJECTIVE

Providing a complete overview 
on the risks and claims linked to 
the Transport Business from the 
insurance point of view

COURSE ON TRASPORT
Whether people or things, 
everything that travels must be 
transported with the utmost care 
and attention. Our objective is to 
protect every day anyone who 
drives a commercial vehicle, not 
only by protecting his/her safety 
but also the safety of what is 
transported

44   Supervisors

24   Training hours per 
person

2  External teachers

4 Hours of team 
coaching

People in the spotlight4.

58

Technical Area Path

OBJECTIVE

Acquiring the necessary skills to 
provide a better consultancy to the 
company 

Better satisfying the insurance 
needs of our customers and 
prospects

COURSE ON DEPOSITS 
Providing always new training 
solutions on how to deal better 
with problems connected to the 
constant evolution of the sector 

44  Supervisors

24 Training hours per 
person

2  External teachers

4  Hours of team 
coaching
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OBJECTIVE

Raising awareness of the 
corporate population to pay more 
attention on the use of personal 
data

Increasing the awareness that 
data loss or leakage is one of the 
highest risks for the companies 

GDPR 
Updating and making the 
resources aware of data-
security-related issues.

44  Supervisors

24  Training hours per 
person

2 External teachers 
coaching

Cyber Security Paths

OBJECTIVE

Providing the necessary 
instruments to become more 
aware of what lies behind the 
screen of a pc 

Raising awareness of the use of IT 
tools and related risks 

CYBER SECURITY  
The focus on personal data 
protection has become very 
strong in the latest years and 
is evolving continuously, just as 
our focus on training

44 Supervisors

24 Training hours per 
person

2  External teachers

4 Hours of team coaching

Wellness Path

OBJECTIVE

Concentrating energies to 
achieve personal and professional 
objectives

Fostering a better work-life 
balance.

MINDFULNESS
Mindfulness means present-mo-
ment self-awareness. Its aim is to 
bring the mind to the present and 
to fully live in the present mo-
ment, by putting aside the wor-
ries for the past and the future.

106 Handlers

2  Tests

1.5 Training hours per 
person (web training, 
newspapers

WHAT THEY SAY ABOUT US: “The mindfulness course was unexpected and when I received the invitation, I was very 
sceptical on the usefulness of the course within my working activity. During the course, instead, I changed my mind 
and it was a moment to think about the value of the quality of my life. If you feel satisfied with yourself, this wellness is 
conveyed to any action that you do.”
“The course of Mindfulness was certainly a positive experience. Participating has helped me to bring the philosophy of 
Mindfulness in my everyday life. Mindfulness teaches you to live “the moment” in all its shades, helping you to hold off 
the stress and face it in a less “heavy” way, by benefiting from the waiting time or restlessness. It taught me to appreciate 
more what surrounds me and not to give everything for granted”.
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Vittoria Assicurazioni considers 
essential to be on the labour 
market conveying the values 
that characterize the Company: 
professionalism, innovation, 
quality of service, the people’s 
anxiety on results, and the 
meritocracy that has always 
enabled the best resources to 
grow.

With the aim of being a trait 
d’union between the universi-
ty education and the reality of 
companies, it has confirmed 
the partnership with some 
Italian Universities (Università 
Cattolica of Milan, Università 
Bicocca of Milan and Università 
degli Studi of Turin) and keeps 
on cooperating with the “Uni-

versity- World of Work Com-
mittee” of Università Cattolica 
of Milan.

These collaborations’ aim is to 
promote initiatives of informa-
tion, guidance and support to 
students and graduates and 
provide young people with the 
chance of acquiring instru-
ments of first contact with the 
labour market in the search for 
a job meeting the attitudes and 
personal expectations.

Furthermore, within the scope 
of university lectures, Vittoria 
Assicurazioni has helped sup-
porting the issues handled by 
the teachers, by sharing real 
cases and/or cases relating 
to the existing professionals 
within the different sectors of 
the company life, while offering 
to the student the possibility to 
combine theory with experien-
ce.

Finally, with the collaboration 
of the Faculty of Psychology 
of the Università degli Studi of 
Milan-Bicocca and Turin, it has 
carried out an initiative aimed 
at showing to students the 
contents and working proce-
dures of a Human Resource 
Department, and two thesis 
students were offered the pos-
sibility of developing their the-
ses in the company.

In order to increase the visibility 
of Vittoria Assicurazioni within 
the scope of managing culture, 
skills, organizational processes 
and new needs of a digitized 
world of work, two partnerships 
were initiated with AIDP and 
HRC Community. This drive 
towards the networking can 
foster the dialogue and sharing 
of innovative and efficient so-
lutions relating to the evolving 
role of HR thanks to the corpo-
rate know-how.

Employer branding

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

People in the spotlight4.
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Vittoria Assicurazioni considers 
essential to attract new young 
graduates and graduates, who 
want to develop their talents 
and skills in a complex and 
challenging company.

This is why Vittoria Assicurazio-
ni has developed a Talent Pro-
gram for the Generation Z: the 
first real digital natives that are 
about to enter the labour mar-
ket and will be Vittoria’s future.

The Vittoria League project has 
been set up to integrate these 
resources into the company 
and promote the generational 
mix - a path of professional 
training through a training-on-
the-job program to leverage 
their attitudes and promote 
their growth.

In June 2019, an online selec-
tion plan was started, by ad-
vertising it on specific websites 
and social media, to enter into 

contact with ultra-connected 
and hyper-technological young 
people who have been se-
lected by means of innovative
tools such as skill games, apps 
and business games. On 29 
October, the first 7 participants  
were recruited.

The project will go on also in 
2020. Indeed, new resources 
will be recruited in April.

Vittoria League

The focus placed by the com-
pany on staff development is 
also reflected in the implemen-
tation of the process of Per-
formance Management, where 
our resources are involved on 

an annual basis.

Activities of employees are 


	
targets assigned in the pre-
vious year;


	
previous ability;


	
activities within their pur-

view;


	
know-how related to the 

role held by the resource.

Performance management program

% employees regularly assessed by position and gender

Gender

Employees

Middle managers

Senior managers

TOTAL

Men

79%

74%

100%

73%

Women

65%

65%

100%

64%

Men

90%

91%

100%

85%

Women

83%

94%

100%

85%

2019Year 2018

The table below shows the percentage of employees that received a regular assessment of the development of career and 
performance, which also helps to manage skills and develop the human capital within our organization.

Vittoria League:
7 resources

2 tutors
1 external teacher

1 external coach
6 classroom sessions

2 coaching sessions
1 project work
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With the aim of giving roles of 
responsibilities to the resources 
according to their specific 
skills, all processes for the staff 
management, from selection 
to hiring, and from the whole 
employment relationship, have 
always been based on the re-
spect for the principles of non-

discrimination and equal op-
portunities.

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

With the aim of providing useful 

tools for balancing professional 
and personal life and promoting 
moment of reflection on the di-
versity, some of our employees 
have been involved in a training 
activity aimed at enhancing 
the different skills of the senior 
population, along with specific 
skills of the junior population.

Diversity and equal opportunities

People in the spotlight4.

% group staff by category of position, age group and gender

Group staff rate = no. employees broken down by position, age group and gender / total employees of the relevant period 

The table below shows the breakdown of employees by categories of diversity

Skills do make 
the roles:
we are committed 
against any
discrimination

Gender

Employees

Middle managers

Senior managers

TOTAL

Men

2.2%

0.0%

0.0%

Women

0.9%

0.0%

0.0%

Men

30.8%

10.3%

0.7%

Women

15.2%

4.0%

0.9%

Men

9.4%

15.8%

3.3%

Women

4.3%

2.2%

0.4%

Men

42.5%

26.1%

4.2%

Women

20.5%

6.2%

0.7%

Age group <30 yrs 30-50 yrs >50 yrs Total employees

72.6% 27.4%

YEAR 2019

Gender

Employees

Middle managers

Senior managers

TOTAL

Men

2.2%

0.0%

0.0%

Women

1.2%

0.0%

0.0%

Men

29.6%

10.2%

0.7%

Women

15.9%

3.9%

0.2%

Men

10.7%

14.7%

3.4%

Women

5.0%

2.0%

0.3%

Age group <30 yrs 30-50 yrs >50 yrs Total employees

YEAR 2018

Men

42.5%

25.0%

4.0%

Women

22.1%

5.9%

0.5%

71.5% 28.5%

QUALITY EDUCATION
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% group staff by diversity, position and gender

Gender

Employees 

Middle managers

Senior managers

TOTAL

Men

2.7%

0.7%

0.0%

3.4%

Women

2.4%

0.2%

0.0%

2.5%

Men

2.7%

0.3%

0.0%

3.0%

Women

2.2%

0.2%

0.0%

2.4%

2019Year 2018

Group staff rate by diversity = no. employees belonging to the protected categories divided by position and gender/ total employees 
of the relevant period.

The table below shows the breakdown of employees by category of diversity, intended as minority or vulnerable groups (e.g. 
protected categories).

Average staff wage by position and gender (euro) 

Gender

Employees 

Middle managers

Senior managers

Men

42,610

68,375

201,836

Women

36,454

66,937

134,286

Men

41,560

68,733

183,596

Women

36,089

67,812

135,715

2019Year 2018

Average wage = total fixed annual wage / total employees of the relevant period.

The table below shows the average wage by gender within each category of position of the employees. The average 
means the fixed wage, so no remuneration for extraordinary work or bonuses nor other compensation is included.

Average staff remuneration by position and gender (euro)

Gender

Employees 

Middle managers

Senior managers

Men

48,115

75,996

249,113

Women

40,307

73,689

151,674

Men

46,161

76,050

226,894

Women

39,335

74,249

150,677

2019Year 2018

The table shows the average remuneration by gender within each category of position of the employees. Remuneration means 
the sum of:
• basic salary    
• additional amounts paid to a worker
• bonuses including capital, such as shares and capital shares
• allowances
• overtime pay
• any supplementary allowances, such as transport, accommodation and childcare.
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The Group has always promo-
ted and enhanced the policies 
for balancing professional and 
personal life: the renewal of the 
corporate supplementary a-
greement was a real step to-
wards the implementation of 
these principles in 2019.

Thanks to the efficient collabo-
ration between corporate and 
trade union representatives, 
and using a survey which invol-
ved almost all employees, the 
Group has strongly invested for 
a further improvement of the 
work-life balance.

The CIA agreement undertaken 
this year has:


	
strongly strengthened the 
complementary pension 
fund: the Company contri-
bution was further increased 
- this is now at the highest 

levels in the industry to pro-
tect the life quality even in 
the retirement period;

	increased the performance 
and ceilings linked to the in-
surance assistance;

	included the possibility of 
partially or totally turning the 
PAPV into corporate wel-

 fare, hence increasing its 
value and giving the chance 
of using it for a broader ran-
ge of benefits linked to fa-
mily, education, spare-time, 
health and complementary 
welfare

Furthermore, corporate loans 
and mortgages have been 
more subsidized, and the meal 
vouchers will be increased.

In general, the Group has 
always acknowledged the va-

lue of time and the quality of life 
through forms of flexible start 
and finish times and through 
the facilitated access to part-
time contract to support the 
family.

Furthermore, at the registered 
offices of Vittoria Assicurazio-
ni, employees have different 
services and spaces at their 
disposal such as: an indoor 
full-equipped gym with the as-
sistance of specialized trainers, 
a modern break area with di-
stributors of biological products 
and a wide and elegant out-
door area.

During 2019, an innovative ca-
tering service based on fresh 
and healthy food was laun-
ched, gaining  satisfaction by 
all employees.

Well-being and work-life balance: renewal of 
the corporate supplementary agreement (CIA)

People in the spotlight4.

Average salary ratio woman vs. man

Employees

Middle managers

Senior managers

85.6%

97.9%

66.5%

86.8%

98.7%

73.9%

2019Year 2018

Average remuneration ratio woman vs. man

Employees

Middle managers

Senior managers

83.8%

97.0%

60.9%

85.2%

97.6%

66.4%

2019Year 2018

GOOD HEALTH AND 
WELL-BEING
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The time and 
quality of life of 

our employees 
are of great 
value to us 

There are also paid leaves for 
childbirths and scholarships for 
employees’ children.

On an annual basis, a variable 
productivity bonus is envisa-
ged for the permanent emplo-
yees of the Company, whose 

amount is destined, as chosen 
by the employee, totally or par-
tially, for the complementary 
pension fund.

There are also subsidized         
loans for the purchase of the 
first home and car.  

Number of employees returned from parental leave

Men

Women

TOTAL EMPLOYEES

15

28

43

100%

100%

100%

8

12

20

100%

75%

83%

2019Year 2018

Rate of employees returning from parental leave = no. employees returning from parental leave/no. employees using the parental leave

Number of employees using parental leave

15

28

43

8

16

24

2019Year

Men

Women

TOTAL EMPLOYEES

2018

Single Text of the corporate 
complementary agreement

On 27 November 2019, the “Single Text” Committee, consisting of corporate representatives and trade 
union representatives, completed its work, after working for 6 months, producing a new Single Text of 

the corporate complementary agreement (CIA), made available to all employees of Vittoria Assicurazioni 
and Yafa.

Beyond streamlining, simplifying and clarifying the contents under the agreement signed on 29 May 2019, 
the Single Text has also included the different annexes of the latest text approved on 22 March 2010 in the 

complementary agreement, as these are integral parts of the rules regulating the relationships between the 
company and the collaborators.

the extension of the corporate complementary agreement to all employees of the parent company Yafa S.p.A.;

the check and update of the references to the first-level bargaining and the existing bylaws;

the migration of the regulatory contents of several agreements signed between 1983 and 2010 into the CIA;

the inclusion of regulatory contents of the agreement minutes of 17 November 2011 and 15 June 2016 relating to the 
Employee Pension Fund in the CIA;

the update of nomenclatures of great interventions and exceptional interventions;

the inclusion of new conditions and tariffs of the life business policies reserved to employees.
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Circolo Vittoria Club ’99 is a no-profit association established by the 
employees of Vittoria, with the aim of promoting the socialization of 

employees and persons in retirement. The Company significantly 
supports the many cultural, sporting and recreational initiatives 

promoted by Cral.

In 2019, some sports events were organized to promote the sport values 
and spirit of unity:


	
3rd edition of Vittoria Run, the running competition whose proceeds 
were totally was totally donated to Fondazione Theodora Onlus-Insieme 
per il sorriso dei bambini in ospedale;


	
51st “Insurer Ski Cup”, ski competition for employees and agents;


	
ping pong tournament;


	
table tennis tournament;


	
tennis tournament.

Furthermore, courses have been organized for the wellness and health of 
its members, such as Yoga, Pilates, Gag, Self-defence, Postural Gymnastic 
at the corporate gym.

There were also many guided tours for exhibitions in the main museums of 
Milan.

To support its members with school-age children, Vittoria Cral organized the 
project “Campus for Kids” at LG premises, to manage the end-of-school-year 
days and summer holidays.

During 2019, Circolo Vittoria Club ’99 supported some onlus associations 
operating in the field of the scientific research such as:


	
AIRC - Italian Association for Cancer Research;


	
ABIO - Italian Association for Children in Hospital;


	
Italian Association for the Fight against the Neuroblastoma;


	
Association CasAmica Onlus; 


	
Fondazione Theodora Onlus;


	
Association Bianca Garavaglia Onlus.

Activity of Circolo Vittoria Club ‘99

People in the spotlight4.
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The Company promotes pre- 
vention actions for all risks as-
sessed in the risk assessment 
document, including the head-
office of Vittoria Assicurazioni 
S.P.A. and the Claims Manage-
ment Centres.

The system for the manage-
ment of the safety and health 
at work follows the guidelines 
of the CONSOLIDATED SA-
FETY LAW (Legislative Decree 
81/08) and covers all activities 
and workers.

Risks are identified and monito-
red according to working pro-
cesses underlying the devel-
opment of corporate activities 
(office activity through the use 
of vdt).

The quality of processes is gua-
ranteed by an ongoing monito-
ring and check of the corporate 
procedures.

Information on monitoring are 
used to prevent and reduce any 
inconvenience that may occur 
during the production process.

Any risks linked to the work are 
reported to the Security Func-
tion that analyzes the situation 
by keeping the confidentiality 
of whom reported the problem.

In case of accident at work, the 
dynamics of what happened 
and the implementation of the 
necessary measures to pre-
vent the reoccurrence of such 
events, are analyzed by mem-
bers of the Safety function.

The company makes use of 
external occupational health 
services for the identification of 
risks and the subsequent health
monitoring of workers. And to 
protect the confidentiality of 
employees, health information 
is solely available to the desi-
gnated physician.

Employees participate in the 
election of their Employees’ 
Representatives for Safety,
Furthermore, by organizing 
focus groups, work-related 
stress analyses were carried 
out, so that any problems or 
personal needs can be repor-
ted to the Safety Function and 
HR.

Health and safety in the workplace 

We pay 
special 

attention 
to details

to provide our 
employees with

the highest
safety levels

GOOD HEALTH AND 
WELL-BEING
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Actions we have undertaken 
to provide better working con-
ditions have led to a decrease 
in the tariff of INAIL premiums, 
so as to recognize the impro-
vement actions of the safety 
conditions and hygiene in the 
workplaces provided for on the 
matter.

Key actions are:

	use   of   ergonomic   mou-
se, keyboards   and   work-
stations;

	automated lightning and air-
conditioning systems to en-
sure a comfortable working 
environment; 

	sanification   techniques   of 
the air-conditioning systems

	on an annual basis, to pre-
vent   the   proliferation   of 
bacteria in the systems;

	installation of two automa-
ted defibrillators at the hea-
doffice of Vittoria Assicura-
zioni;

	awareness   of   employees  
with regard to the culture of 
welfare by making a gym 
available to all workers;

	particular attention to the 
training  of  all  workers,  in-
particular to the right use of 
corporate tools, emergency 
procedures and to the man-
agement of stress at work.

The use of careful staff mana-
gement and work organization 
policies  results in the positive 
impact  on  the  psychological 
and motivational well-being of 
the workers.

Emergency teams are involved 
in the organization and are in-
formed on the corporate risks 
and emergency procedures to 
be implemented.

In the internal CIA, issues rela-
ted to the health and safety of 
workers are covered by formal 
agreements.

Workers attend the following 
safety courses:

General training - Specific trai-
ning for risks connected to the 
use of vdt – Five-year refresher-
Specific training – Training of 
Supervisors – Five-year re-
fresher Training for Supervisors 
– Executive Training- Five-year 
refresher Executive training – 
Fire-fighting training – First aid 
training -Training of the use of 
DAE.

People in the spotlight4.
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0

The number of work-
related deaths is zero

0

The occupational disease 
rate (ODR) is zero

	the training of employees 
that carry out maintenance

 at the offices.

Our Travel Policy promotes the 
use of trains and airplanes ra-
ther than the car for a higher 
safety of the employees. Fur-
thermore, the Company signs 
agreements with medical cen-
tres by taking into account the 
effectiveness and also the logi-
stics, so as to promote the use 
of public transport means to go 
to the medical centres, for the 
examinations, even assessing 
the possibility to do the exami-
nations at the head office.

As for Health and Safety in the 
small construction sites arran-
ged for extraordinary mainte-

nance, as customer, Vittoria 
Assicurazioni avails itself of 
contractors with whom after 
a selection process, “turnkey” 
contracts are entered into. The 
whole management of the con-
struction site is performed by 
the contractor, including com-
pliance with safety regulation 
and relations with any sub-con-
tractors; activities carried out at 
the construction site are moni-
tored through site inspections 
provided by prevention and 
protection service manager of 
Vittoria Assicurazioni.

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

Furthermore, we have  adopt-
ed 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 
payment of social security 
and insurance contributions 
and compliance with the ru-
les on health and safety in 
the workplace;
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Employees – work-related accidents 2019

Hours worked

Number of deaths due to work-related accidents 

Rate of deaths due to work-related accidents

Number of serious work-related accidents

Rate of serious work-related accidents at work

Number of work-related accidents 

Number of accidents on the way to and from work 

Rate of recordable work-related accidents 

816,475.52

0

0

0

0

0

5

0 

For 2019, it was decided to proceed with reporting data relating to accidents by using the new Standard GRI 403, published by 
the Global Reporting Initiative (GRI) in 2018 which replaces the version so far used, published in 2016. For comparison purposes, 
data relating 2018 have been here restated compared to those published in the previous Sustainability Report, by excluding the 
accidents occurred on the way to and from work not organized by the Group, as provided for by the new Standard 403. For data 
previously published, please refer to 2018 Sustainability Report.
In 2019, only accidents on the way to and from work were recorded that are considered for the calculation of the rate.
In 2018, two accidents at work occurred, whose cause is due to fortuitous stumbling.
Accident rate = total number of accidents / total hours worked in the same period x coefficient 1,000,000.

Employees – work-related accidents 2018

Hours worked

Number of deaths due to work-related accidents

Rate of deaths due to work-related accidents

Number of serious work-related accidents

Rate of serious work-related accidents

Number of work-related accidents

Rate of recordable work-related accidents 

888,905.21

0

0

0

0

2

2.25

employees but work within the 
company. No accidents are re-
ported for 2019.

As for interns, apprentices and 
self-employed workers, and in 
general workers that are not 

70



Vittoria Assicurazioni
2019 Sustainability Report 71

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
FORCESE

FAMILIES
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642,141

Customers registered to
the Reserved Area

397,879

Download of MyVittoria 
App since 2014

71,489

Calls to toll-free 
numbers

E-MAIL

Deadline alert 

Promotions from 
Management

Promotions from
 Agency

Receipt of contractual 
documents

Deadline alert 

Promotion from Agency

Notification of claim handing 

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 an 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 analysing the 
requests in order to improve 
the service levels. The service 
is totally free for the customers 
and is granted by three ded-
icated free-toll numbers accor-
ding to types of customers.

In 2019, the Company com-
mitted to make the telephone 
Help Desk more performing 
through a streamlined process 
for handling the incoming calls 
with the aim of improving the 
satisfaction level of the Custo-
mer by providing as timely as 
possible answers (first level).

During the year, 71,489 calls 
were handled, 98.24% of which 
were solved, by recording a 
significant improvement com-
pared to the previous year (+ 
1.9%).

In 2019, furthermore, the help 
desk services and written re-
quests for information coming 

from the form on the company 
website were centralized with 
one function, by promoting a 
more smooth and homogenous 
management of the replies to 
the customer.

Customers can contact us 
and  ask for information also by 
means  of  digital  channels  
such as the website or MyVit-
toria,  the app for smartphones 
and tablets: it is possible to 
make open or guided requests 
on the website, or simply share 
comments, while on MyVittoria 
it is possible to leave feedbacks 
that are timely received.

MyVittoria was rewarded by the 

Proximity to Vittoria customers

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

People in the spotlight4.

SMS

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION
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Management of deadlines      
and reminder

Lookup active and 
activated policies 

Online renewal payment 

Personal data change

Consent management

Motor claim reporting and check
Check claim and defect status

Claims reporting

Roadside assistance

Vehicle lookup service

Points-of-interest 
geolocalization 

 Parking geolocalization

Policy portfolio 
for consultation

Online payment of renewals

Download of policy 
documents

Deadline management

Consent management

Partnered centre 
geolocalization

Services for camper vans

Vittoria agency

Geolocalization

Claims adjustment centre 
geolocation

Status claims and faults

Points balance 
loyalty program

Helpful numbers 

MYVITTORIA
APP

It enables to report a Motor 
Claim (MTPL and other motor 
risks) in just few clicks, or 
to have information on how 
to report a claim relating to 
House or Person

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

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
 documentsRESERVED AREA

eminent Osservatorio   Finan-
ziario of Milan (www. osserva-
toriofinanziario.com)   as   best 

motor insurance App. The app  
enables to check and handle 
autonomously one’s own motor 
insurance policy, by providing 
a full range 24-hour support 
service, while giving the cu-
stomer cutting-edge  additio-
nal  services. We listen to our 
Consumers’ voice also and fo-
remost through our distribution 
network with which there has 
always been a very close rela-
tion in terms of interchange of 
information on our mutual cu-
stomers.

In  addition  to  the  traditio-
nal channels, we communica-
te with our customers using 
the latest telecommunication 
technologies  and  loyalty  pro-
grams.

Besides providing the custo-
mer with a comprehesive and 
transparent information ser-
vice, the use of these tools 
has positive and environment
friendly   impact, thanks to the 
following lower consumption of 
paper and reduction of displa-
cements In particular, we report 
here the following functions of 
MyVittoria.

Direct contact with Agency
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New Reserved Area

People in the spotlight4.

As the number of customers accessing their Reserved Area is increasing, the update of 
the award-winning MyVittoria has been active since 17 October. Acknowledged by the OF 
(Osservatorio Finanziario) as the “Best Motor Insurance App 2019”, the application presents 
today on the market the section Reserved Area with a more modern and eye-catching graphic 
restyling, new functions and a mobile first approach to better respond to the ever growing 
needs of the Customers. Important technological improvements were made possible thanks to 
the collaboration with an innovative leading Italian start-up of crowdtesting for apps, websites 
and any other digital product.

The App update testifies the attention of Vittoria Assicurazioni not only towards the ongoing 
digital transformation, but also towards the real needs of consumers, that are more and more 
digital and searching for immediate and efficient solutions that enable them to have their 
relationship with the Agency always at hand!

This is an important tool that enables the Company and Agencies to provide a comprehensive 
service that is appreciated by over 600,000 users that already have access to the Reserved Area.

It is an ever-evolving application which proposes today a Reserved Area with a completely renewed, 
responsive and user-friendly design, with important change in the functions available. Accessing 
“My coverages”, the user has a global picture of the different active policies, and of those that may 
be purchased, easily broken down by risk categories and easy to find through dedicated icons. For 
existing coverages, it is also possible to view details, download documents, contact the relevant 
Agency and, for the car policies, even open a claim.

The function “Deadlines” is smarter today thanks to the expanding of personal reminders for driving 
license, ID card, passport, road tax, car overhauling and service, while the section “Open claim”, can 
be accessed also via desktop, in addition to mobile. This is not the only news. Having standardized the 
areas where services may be accessed, there are different new functions the users can use from their 
device (smartphone, tablet or PC).

Finally, the function “Search” was improved – this is useful to identify, contact and reach the partnered 
points such as bodyshops, glazing centres, national healthcare facilities, national average adjustment 
centres and claims adjustment centres. By introducing the option “Search for my Agency on the map”, 
the Customer can immediately find all references of the Intermediary that manages the policies. This is 
intended to create an easier and more direct relationship with the relevant Agent, a key point of reference 
for each policyholder.

New digital services

With the view of improving the communication with Customers and services dedicat services dedicated to them, 
we are committed to reaching the following goals for the future:


	
Streamlining and simplifying the claim reporting and related compensation.


	
With a growing number of customers accessing their Reserved Area, via website and MyVittoria App (rewarded 
by Osservatorio Finanziario as the best Motor Insurance App), the app will be completely renewed so that it 
may be accessed also by mobile devices. It will have a more eye-catching and straightforward graphics. It will 
be easier to use it and search for documents. Also, it will provide a series of new services such as the opening 
of MTPL or other motor risks claims also from the web (today that is possible only from the App), redemption, 
suspension, reactivation of policies and history of communications to customers. 


	
Making transactions such as the temporary suspension of Car and Motorbike insurance policies, the switch of 
funds for the financial policies, or the payment of additional premiums on Life insurance policies.
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A new system to measure
 the Customer Satisfaction,  

Net Promoter Score (NPS)

Customer loyalty: 
the Program “Vittoria doppio Vantaggio”

This has been the consolidated loyalty program of the Company since 
2015 and is based on cash-back, points, advantages and discounts. The 
program, that is actually a point collection which is recognized on the 
market because of its innovative rewarding system: in addition to providing 
benefits within Vittoria system with the possibility of benefiting from 
discount vouchers for the purchase of new policies or the payment of the 
existing ones, the customer can access the proposals of a rich network of 

partnered suppliers. This is a distinctive and differentiating element which 
puts Vittoria proposal at the forefront in the insurance sector.

In order to make the benefits known to the Customers joining the program 
and to involve those that have not joined yet, the data game called “Vittoriadi” 
was creating, which combines a mix of creativity and technology that, in just 

six months (November 2018 – May 2019), significantly helped to increase the 
bond and the interaction with our policyholders.

In 2019, the program Vittoria Doppio Vantaggio gained great success, resulting 
into real benefits for the 337,975 Customers joining the program:

 €2,595,759.43, the value of discount vouchers used;
 €131,925.00, the value of catalogue prizes distributed.

Nevertheless, the Company has not stopped to look for the best customer 
experience to be offered to its customers, and just with the aim of constantly 
increasing the quality level of services provided, in the second part of 2019, 
the loyalty processes were significantly reviewed and developed leading to the 
creation, early 2020, of ViVa, the new and more rewarding loyalty program for 

Vittoria Customers.

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION

Providing the Customer with the best Customer Experience is an essential objective for the 
Company.

This is why, as alternative to the traditional Customer Satisfaction system, in 2019 we started to 
include the Net Promoter Score “NPS”.

Also for 2020, we will proceed with this analysis, always with the aim of detecting the 
customer satisfaction at each contact with the Company and identifying structural solutions for 
improvement, triggering an ongoing evolving process, capable of continuously improving the 
experience of customers of the Company. The first results confirm that Vittoria Assicurazioni is 
well perceived by its customers.
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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 
ncentives  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 
customize the insurance 
coverages, while  changing  
the  sales philosophy: it will 
no longer be the policyhol-
der to adjust to the product, 
but it will be the customers 
to make it up, by tailoring all 
guarantees to their needs;


	
the  provision  of  targeted 
and affordable products de-

Vittoria product portfolio 

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.

MONTHLY PAYMENT

  

   
1,626
  
Vehicles insured with only 
electric power in portfolio 

VITTORIA
CON TE

Awareness of 
our role:
social relevance 
of insurance 
companies

20,415 car insurance 
policies with monthly 
payment

More than 50,604 written 
policies

People in the spotlight4.

The commitment of Vittoria As-
sicurazioni has always been to 
understand the complexity of 
the market and turn it into op-
portunity.

Succeeding in  providing  our 
Customers with products and 
services that are in line with 
the specific needs is a priority 
for us.

To do this, it is essential to un-
derstand the Customer, so we 
have initiated a structured pro-
cess of collection and statisti-

cal analysis of the information 
assets of our Customers, with 
the aim of understanding the 
needs.

The sharing of information and 
results of these analyses with 
our   Agencies   is   necessa-
ry, so we have invested a lot in 
developing tools such as the 
CRM  (Customer  Relationship 
Management) and the creation 
of dedicated  Apps aimed at 
facilitating the contact with the 
Customer.

In 2019, our network had one 
global advice tool at disposal, 
which will collect socio-demo-
graphic and financial informa-
tion and will guide our consul-
tants throughout the national 
territory in the identification of 
the best insurance solutions for 
the Customer.

In 2019, Vittoria customers 
were involved in specific sales 
campaigns with offers and di-
scounts for them.

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION
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Vittoria for people and families

We pay special attention to 
this customer segment by of-
fering, besides the traditional 
insurance coverages, forms 

of assistance for categories of 
people in need of more protec-
tion, 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.

VITTORIA 
FIANCO A FIANCO

Guarantees are offered to provide additional help in case of seriou 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 recovering 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

Vittoria Fianco a Fianco LTC

A research carried out in 2019 by Associazione Altro Consumo on the non-self-sufficiency issue analysed and compared 
13 different insurance products both of life business and health lob: once again the solution LTC – Vittoria Fianco a Fianco 

stands out as the policy with the best performance in terms of coverages, conditions and costs.
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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 E 

LIFESTYLE PLUS

Vittoria for the companies

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 cover 
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

In addition to the traditional coverage in case of fire and theft on home, 
the “natural calamities” such as earthquake, floods and damage caused by 
heavy raining and wind can be added.

CASA E PROTEZIONE 
DELLE FAMIGLIE
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The World Economic Forum 
has   recently   published   the 
XIV edition of the Global Risk 
Report, based on the survey 
carried  out  by  experts  and 
decision-makers from different 
sectors of global economy on 
the perception of risks at inter-
national level.

The Report outlined that the 

highest risks for the next 10 ye-
ars are the threats to the cyber-
security, which   has   jumped 
up the ranks compared to the 
ranking of the previous year.

To address these risks, Vittoria 
Assicurazioni has studied some 
solutions to ensure an efficient 
insurance coverage that may 
meet the needs for protection 
against the cyber-attacks, both 

for direct damage and indirect 
damage as cyber-attacks via 
malware/virus that block the 
company systems, for damage 
from third parties for which the 
insured businessman is expo-
sed to direct liability.

Early 2019, we marketed a pro-
duct that was designed ad hoc 
for this type of risk.

Product designed to protect professional and small-medium enterprises 
(SMEs) against any risks from cyber-attacks. It provides the policyholder 
with experts for the resolution of computer malfunctions and backup of 
data damaged by the attack. It also protects the insured against damage 
caused by third parties, damage by business interruptions, cyber–crime, 
reputational damage and damage from breaches of data relating to credit 
cards, debit cards or prepaid cards.

 VITTORIA 
CYBER RISK PROTECTION
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156

Settlers and adjusters, 
32 of which experts of 
management 

1,653

Partnered bodyshops

376

Forensic experts and 
lawyers

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 

policyholders are:

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. Vittoria has 18 
claims adjustment centres in 14 
regions of Italy, each Agency is 
assigned a dedicated settler for 
the claim handling, each set-
tler has the Claims Adjustment 
Centre Manager as organiza-
tional technical contact person, 
as well as, for particular cases, 
32 direct contact persons, i.e. 
experts available in the Man- 
agement Offices, organized by 
relevant area corresponding 
to the one of the adjustment 
centre. A short and direct 
adjustment chain which stream-
lines the decision-making pro-
cess and enables to provide 
the customers with a quick 
solution for the case, even for 
more complex problems.

A further reduction of managing 
times was achieved thanks to 
the dematerialization and digi-

tizing of the entire  process for 
claims management. To ensure 
the utmost quality of the servi-
ces provided and to focus at-
tention on the different needs 
of customers, we aim at the 
multi-channels and technology. 
Communications among Agen-
cies, Claims Adjustment Cen-
tres, Independent Suppliers, 
as well as the disclosure of do-
cuments and expert reports in 
real time and are all traced and 
stored in the system. An exam-
ple is the system of Vittoria ex-
pert reports which enables the 
expert that is in a bodyshop 
to draw up the assessment of 
damage, take pictures of parts 
damaged, enclose documents 
in real time and simultaneously 
submit them to Vittoria systems 
which automatically inform 
the Claim Adjuster that there 
is the expert report relating to 
that customer: in brief, on the 
same day on which the dama-
ge assessment is completed, 
the expert report is available in 
Vittoria systems.

The innovation at the service of 
the customer also includes the 
possibility of reporting a claim, 
which may be sent through the 
relevant Agency or a dedica-
ted toll free number, and also 
through the dedicated function 
“SOS claim opening” of “MyVit-
toria” application for smartpho-
ne.

In these cases, the customer is 
always and anyway contacted 
by expert staff that accompa-
nies the customer step by step 
towards the conclusion of the 
process for damage compen-
sation or indemnity, by helping 
the customer to complete the 
process for a quick resolution 
of the case.

To spare time and identify 
whom to contact and which 
service is available, a new use-
ful service for the Customer is 
the automatic system of SMS 
messaging which informs the 
Customer. that the claim has 
been opened. The sms pro-
vides the customer with the 

and reinforce the relationship 
with our policyholders

People in the spotlight4.

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION



Vittoria Assicurazioni
2019 Sustainability Report 81

3

Partners for the 
management of glazing 
and hail claims 

319

External experts

And we always 
pay great 

attention to 
procedures and 

timeframes at 
this stage

number of the case, the rele-
vant agency and, where the 
vehicle needs to be repaired, 
also the link to the network of 
partnered bodyshops available 
nationwide. The Customer is 
guided to choose the closest 
one or the one providing the 
service required by the Custo-
mer in that moment.

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 time-consuming  se-
arches and concentrating all 
materials in one  management  
system.

The integration of the systems 
dedicated to the  employees 

avoids duplication and dissem-
ination of materials, as set forth 
by the data protection legisla-
tion, to unauthorized parties.

Here are some examples:


	
In case of damage caused 
by soaking and electrical 
phenomena, the suppliers 
we select go to the custo-
mer’s and through innova-
tive procedures can repair 
damaged piping in one day, 
hence avoiding invasive ma-
sonry work and reducing 
inconveniences and costs. 
The customer can also be 
contacted  via  computer  
and let a qualified techni-
cian do a video technical 
assessment of the items 
damaged, avoiding in site 
inspection by a technical 
and shortening significantly 
the claim settlement.


	
In case of hail and damage 
to the vehicle, the insured 
can rely upon our widespre-
ad network of partners for 

the vehicle repair who use 
innovative and non-invasive 
methods (so-called dent-
pullers) and can deliver the 
vehicle repaired in a short 
time.


	
In case of CARD claim:

 the insured can report 
the claim at the relevant 
Agency or via other chan-
nels of communication (let-
ter, email, app), at this step, 
the insured will be informed 
of all dedicated benefits in 
case of use of our network 
of partnered bodyshops: 
priorities on the time of start 
of repair, qualified repairers, 
no bureaucratic tasks, direct 
payment by the Company 
without advance payments 
from customer, overdraft 
abatements and deducti-
bles. In short, the customer 
must only report the claim 
and bring the vehicle to one 
of the partnered bodyshops 
with Vittoria Assicurazioni, 
we’ll take care of the rest.
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346,225

Claims managed

269,873

Claims paid

18 DAYS

Average time in the 
management of a Life/Non-
Life claim

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. To offer a 
greater guarantee to Customer 
and Vittoria, on a regular basis, 
quality audit and control activi-
ties are performed on all staff 
with indication of areas for im-
provement, replacements and 
new entries.

Entry into Vittoria Supplier, Re-
gister occurs, for each supplier, 
only after a strict formal check 
of their professional and organi-
zational profile with targeted vi-
sits at the facilities or professio-
nal offices. For the bodyshops, 
the photographic documenta-
tion of the whole facility is ac-
quired, and it is required to fill 
in questionnaires drawn up by 
our internal experts to record 
all technical equipment and 
specialization of the staff to 

guarantee professional repair 
and services to the customers.

Experts, doctors, lawyers and 
insurance   investigators   are 
properly trained to use Vittoria 
application programs; portals 
dedicated to Vittoria Suppliers 
are part of the IT system of Vit-
toria and all communications 
and documents are acquired in 
real time, and can be seen by 
all persons involved in mana-
ging the claim according to re-
spectful profiling and in line with 
personal data protection rules.

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 
when they actually need it. 

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 at disposal of the policyhol-
der. This company identifies 
the breakage in the floor wa-
ter system, enabling in many 
cases to carry out the repair 
without the need of demolition 
inside the house, with positive 
impacts also  on  the  envi-
ronment,  as inert materials to 
be disposed are not produced.

Three handbooks were issued 
to be used by the claims set-
tlement network, laying down 
principles and guidelines for the 
right use of the tools for claim 
manage-ment and monitoring, 
with the aim of standardizing 
and further improving the ser-
vice.

People in the spotlight4.
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  2,238

Customers that used 
MyVittoria App to report 

an MTPL claim or ask for 
roadside assistance

Communication

The inner and outer communi-
cation, specifically towards the 
customer, is a value that cha-
racterizes the strategic choices 
of the Company, over years Vit-
toria has developed an impor-
tant program of development 
and modernization of the com-
munication means to keep up 
with the change in the insuran-
ce market.

All efforts have been focused 
to satisfy the customer’s needs 
that are shown when there 
is a claim: this is why Vittoria 
has made some choices to 
promote the synergy between 
the traditional communication 
systems with more digital and 
innovative systems.

Our integrated management 
system, New Age Claims, ena-
bles all operators involved in 
the management of the case 
to exchange information throu-
gh a system of messaging that 
makes the communication and 

the sending of messages easier 
among claim settler, experts 
and Agency in real time.

This system enhances a direct 
and streamlined communica-
tion towards all people involved 
in the process for claim settle-
ment with the aim of disclosing 
the information externally (cu-
stomer) in a shared, simple, 
transparent and immediate 
manner.

All communications for custo-
mers always report the refe-
rence of the case, a clear text, 
the references of the settler in 
charge with days and hours for 
the telephone and public help 
desk, furthermore the personal 
email address is always provi-
ded by the person in charge of 
the case.

The customer can use the tra-
ditional means to interact with 
the Company (telephone, front 
desk for public), besides the 
traditional means, Vittoria has 
integrated digital and innovati-

ve tools. Besides the electronic 
mail, another tool of new gene-
ration is our App Vittoria which 
enables the customer to have 
a very simple and satisfying ex-
perience in case of claim.

Through MyVittoria, it is possi-
ble to report a claim and have 
all useful information in a short 
time to initiate the process for 
damage compensation or in-
demnity.

Our App enables the customer 
to access its products, to fill in 
few steps, the claim report and, 
thanks to a constant interaction 
between digital system and 
user, to have real time contacts 
and address of the partnered 
bodyshops that are closer to 
the customer.

 MyVittoria 
as the best app 

according to 
Osservatorio 

Finanziario
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One of the main tasks of the 
insurer is to guarantee the sa-
tisfaction of those having right 
to the performance. This is why 
the Company faces the chal-
lenge of combatting the frauds 
and creating more and more 
tools to ensure the insurance 
protection. Therefore, the in-
vestment in technologies, still 
in progress, is a great alliance 
in improving our checks.

Focusing on the identification 
of possible fraud attempts, 
all MTPL claims are moni-
tored and assessed by the 
Anti-Fraud Unit with the aid 
of specific software and with   
tools for the systemic filtering 
of the suspicious events. Ca-
ses that are considered worthy 
of a more in-depth investigation 
are handled by the Anti-Fraud 

Prevention of frauds

People in the spotlight4.

Unit investigates on the existing 
irregularities. When identifying 
of serious unlawful acts, the 
Company files a complaint with 
the relevant prosecutors on the 
territory.

Change in the internal pro-
cesses, the implementation 
of statistical models, the col-
laboration with investigation 
companies specialized in in-
situ surveys, are included in the 
strategic actions implemented 
to increase the efficiency in the 
process for prevention, identifi-
cation and fight against frauds.

The direct relationships with the 
Authorities (Police, Carabinieri, 
Guardia di Finanza) which re-
port potentially fraudulent situa-
tions (565 reports during 2019) 
also relating to underwriting 
and/or fiscal matters, enable 

to have a picture and therefore 
to report to the divisions invol-
ved by confronting and working 
with them, even on problems 
that are not related to claims.

In 2019, a total of 
€8,412,769.00 were avoided 
for suspected frauds. Further-
more, during 2019 and 2018, 
Vittoria filed 75 complaints by 
reporting 464 persons.

Saving in FY2019 in relation 
to the MTPL business, quan-
tified in compliance with Law 
27/2012 implemented by 
ISVAP Regulation ISVAP no. 
44, was €6.4 million (5.8 of 
which for claims closed without 
payments).

All information is disclosed to 
IVASS and available on the 
website of the company.

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 December 2018, Vittoria 
completely reviewed the com-
plaints management policy, by 
analytically outlining the whole 
new system of cataloguing the 
complaint  and  including  new 
checks   to   ensure   adequa-
te performance; this policy is 
constantly updated according 
to the improvements of the ser-
vice operation. Indeed, since 
December 2019

Cataloguing of complaints for 

Complaints management 

the Sales, industrial, admini-
strative and IT areas is being 
refined.

The constant contact with Cor-
porate Functions involved and 
with any external Partners ena-
bles to implement the initiatives 
needed to make the services 
for customers more and more 
effective, and the complaint 
becomes one of the essential 
indicators to better satisfy the 
requests from the users.

Evolution of corporate objec-
tives assigned to the Com-
plaints Service is monitored 
on a weekly basis, in order to 
ensure adequate performance 
in relation to the volumes of 

complaints to be processed 
and given the tight schedules 
which the Complaints Service 
is subject to when processing 
the answers, 45 days advice 
to users’ complaints - 30 days 
advice to IVASS complaints - 
20 days advice to requests for 
information).

This  new  way of  complaints 
management  will  enable  the 
company to take actions for 
the improvement of the ser-
vices and  products  offered; 
moreover, starting from 2019 
the coordination with the new 
Customer Care Function will be 
implemented.

COMBATING 
FRAUDOLENT
PHENOMENA

The Company has 
consolidated its 
commitment in combating 
the huge fraudulent and 
criminal phenomena 
with activities protecting 
the Customer and 
communities to avoid 
speculations that may 
impact on the tariffs.

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION
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Complaints

Both complaints from consu-
mers and requests of informa-
tion notified by the Regulators 
(IVASS - COVIP - CONSOB-   
GARANTE   PRIVACY)   are 
handled   in   association   with 
the relevant technical functions 
and, in order to reduce occur-

Number of total complaints 

Complaints

Complaints from consumers

Complaints from IVASS

Total complaints

 

2019

2,986

522

 3,508

 

2018

2,939

653

 3,592

 

% Change

1.6

-13.4

-1.0

rence of such requests, correc-
tive actions are promptly imple-
mented.

Given the  prevalence  of  the 
MTPL Line of Business, in the 
mix of insurance portfolio, most 
complaints Involve the Claims 

Settlement Department.

Processing time is well below 

the 45 days established by the 

relevant IVASS regulation (Re-

gulation no. 24 of 19/05/2008).

 Data relating to 2018 have been restated to have them aligned with the new method of calculation

Timeliness, 
fairness and 

transparency: 
each complaint 
to be managed 
is an occasion 

to focus on 
customer 

satisfaction 
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Privacy

To ensure the protection of per-
sonal data of the Customers, 
the Agents and Employees 
are Properly trained. The main 
issues contemplated by the 
Company were:


	
Privacy Organizational Mo-
del;


	
Register of data processing 
which must reflect the real 
processing actions made;


	
Information statements for 
data subjects;


	
Requests from data 
subjects;


	
Description of safety mea-
sures;


	
DPIAs (Data protection Im-
pact Assessment) carried 
out;


	
Timing and procedures for 

data retention;


	
Cookie policy on websites 
or in general made public.

On the last two areas, actions 
are still ongoing, while the other 
activities have been completed.

During the year, as for 2018, 
there were no cases of privacy 
breaches and loss of data.

Outcome of complaints

Outcome

Accepted/processed

Rejected

Being checked 

Total

Number

463

2,352

171

86

% total

15.5

78.8

5.7

100

Number

636

2,205

98

2,939

% total

21.6

75.0

3.3

100

2019 2018

Average days for complaint processing

Complaints from Consumer

Complaints from IVASS

18.79

12.08

12.48

10.20

2019Complaints 2018

50.57

18.18

% change
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Our network stands out for pro-
fessionalism, that is the corner-
stone of the process of insu-
rance risk assumption, as well 
as for the attention and focus 
on customers.

The consulting activity is espe-
cially aimed at managing and 
identifying, with increasingly 
innovative tools, the insurance 
needs of our customers.

In 2019, with the project SVE-
VA (advanced support to sales 
towards agencies), the Com-
pany provided the agency net-
work with a task force suppor-
ting the sales activities through 
an advanced and experimental 
in-situ tested sales model (55 
agencies involved 68% re-
demption).

Sales specialists work side by 
side with our agents to provi-
de an advisory activity aimed 
at identifying and handling the 

insurance needs of our custo-
mers.

In February, the annual Con-
vention was held, almost 1900 
participants took part, inclu-
ding Agents, Subagents and 
Employees of Agency. This is 
an important meeting to share 
the guidelines of the Company, 
the commitments and targets 
to be achieved together, along 
with several territorial meetings 
“Giro d’Italia”, with the top ma-
nagers of Vittoria, to create fur-
ther occasions of dialogue and 
update on priority issues of the 
territory.

The book "One Year of Us" was 
published for the second year. 
It talks about the main sales 
projects implemented during 
the year. 

Through pictures, this docu-
ment tells the story of the ac-
tivities performed together, by 
the Company and the Sales 

The presence on the territory

AGENTS AND INTERMEDIARIES

Professionalism
and attention: 

these are 
the quality that 

make the agency 
network the 

privileged channel 
to interact with 

Customers

Network, and describes the 
successful performance of all. 

The aim of “One Year of Us” 
is to celebrate everyone that 
contributed to reach the Com-
pany’s targets by strengthe-
ning the bond and value of the 
agency network.

As at 31 December 2019, 471 
General Agencies and 1102 
sub-Agencies - that are inter-
mediaries for Vittoria Assicura-
zioni products – were operating 
on the national territory. 

The Company cooperates also 
with:


	
11 Banks for the distribution 
of its insurance products of 
the Company;


	
1 Sim for the distribution of 
insurance products.
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471

Agencies

1,102

Sub-Agencies

  605

Agents

  5,931

Total collaborators
(registered and not 
registered in the RUI 
– Single Register of 
Intermediaries)

54 AGENCIES

SOUTH AND ISLES

288  AGENCIES

NORTH

129 AGENCIES

CENTRE

12

Intermediaries enrolled in 
section D
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Communication with agents

Communication with the sales 
network has changed: in 2019, 
the web community “Noi di Vit-
toria” was created. It is aimed 
not only to Agents, but com-
municates with and recruits 
also sub-agents and agency 
employees.

It is an innovative project for 
our sector, intended to become 
a hub of contents, conceived 
expecially for everyday work, 
where you can find daily infor-

mation with pictures, videos 
and exchange experiences and 
opinions.

This is the new space designed 
by Vittoria to communicate in 
an innovative way with the sa-
les network.

On Mondays, Agencies recei-
ve via e-mail an account of 
all Circulars,  Communi-
cations and IVASS disclosures 
in order to enable them to have 
an effective administrative and 

organizational management.

The documents are available 
available on Vittoria World un-
der section “Sales network 
communications”

Always  within  Vittoria  World 
there is a section called “Pre-
vious Communications”, whe-
re all Information Notices and 
IT   System   Communications 
issued since March 2014 are 
stored.

Agency training

Annual training 
plan

The training plan has been de-
veloped to support the achie-
vement of the sales objectives 
and to enable the Network to 
be updated and to be more 
and more competitive in the 
current market.

The classroom training was 

so thorough and accurate to 
provide 143 courses involving 
63,989 intermediaries of the 
Network. Courses were focu-
sed on technical and regulatory 
issues, but also on how to refi-
ne the skills in the use of sales 
and marketing tools.

The catalogue of online courses 
was updated and increased, 
by giving priority to the latest 
products on the market, but 
without overlooking the regu-

latory and IT safety courses. 
For the first time, a survey was 
promoted to investigate the use 
and satisfaction of intermediari-
es relating to the Training Por-
tal, the results highlighted a si-
gnificant participation, the need 
to have a more usable, versatile 
tool that may involve with en-
gaging e-learning modules with 
immediate content.

 63,989 

Participants, 
8,065 in classroom

 801,042 EURO

Total investment 
in training

61,592 

Hours of classroom 
training

5,960 

Hours of training on the 
territory

143

Courses available

We feed the 
growth of the 

sales network and 
its expertise also 

through online 
courses
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The projects 
for the new 
generations of 
Agents and Sub-
Agents

Vittoria #InVetta: Sapere, Fare,
Essere Agente (OnTop: Know, Do, Be 
Agent) 

The Sales Department has ta-
ken the need of the market of 
preparing to the generational 
change, while keeping the va-
lue of family continuity, reliabi-
lity and insurance tradition that 
characterize our Company. 
We launched the project #In-
Vetta (on top),a training path 
reserved for the children of the 
Agents that will lead once an 
Agency and Sub-Agents who 
stood out for their abilities to 
reach the results and the qua-
lities demonstrated in the field. 
The project aims to enhance 
the skills of participants by re-
ferring to the Model of the skills, 
based on three areas:


	
Area of Customer Experien-
ce: technical, contractual 
and sales skills that support 
the Agent in the consultancy 
sale;


	
Area of Entrepreneurship: 
the ability of being innovati-
ve, having the sales gover-

nance of the agency and 
being pro-active in taking 
the new sales opportunities 
of the market;


	
Area of Management: the 
ability of managing re-
sources, motivating them in 
their professional autonomy 
and encouraging them so 
that they express their great-

 est sales potential.

Then we turned from oppor-
tunity to implementation: the 
broad training project was laun-
ched in few months that will be 
developed over 2 years and en-
visages a phase of alignment to 
the basic knowledge of the 77 
participants, a phase of advan-
cing the knowledge and acqui-
sition of specialist skills, and a 
period of experimentation on 
site of the skills acquired.

The path is divided into three 
modules:


	
Basic Module: destined for 
whom still has to consolida-
te the experience of broke-
rage and can build up high-
profile skills;


	
Advanced Module: desti-
ned for whom already work 
comfortably in the insurance 
world and has the chance of 
refining the skills and broa-
dening perspectives;


	
IVASS Exam Preparation 
Module: destined for sub-

agents that want to take the 
qualifying exam to register in 
section A:

The methodology identified 
is not limited to theoretical 
courses, but envisages some 
sales laboratories, simulations 
and focuses on the use of 
quantitative tools and reports 
for agency data analysis. The 
development of participants is 
supported by monitoring the 
knowledge and abilities develo-
ped, in particular in three steps:


	
Initial test: aimed at check-
ing previous  knowledge;


	
Tests after each course, ai-
med at checking knowled-
ge acquired during each 
course;


	
Final test: aimed at check-
ing the knowledge  overall 
acquired with the training 
path.

Feedbacks of participants are 
extremely positive, there was 
great satisfaction for the useful-
ness of the issues addressed, 
for the professionalism and 
accuracy of teachers, and the 
organizational structure.

People in the spotlight4.
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Campus#InVetta: 
Together for 

Vittoria
Participants of the projects #In-
Vetta and Campus have been 
involved in one team building 
day outside Milan, which ena-
bled to create relationships 
among future leading agents 

on the territory and future se-
nior managers, and laid the 
foundations for a successful 
collaboration. The day invol-
ved 74 participants, guided by 
expert trainers that committed 
to promote the meeting and 
mutual knowledge, adherence 
to corporate values and the 
sharing of know-how. Partici-
pants had some experiential 
activities, competitions and                      

teams, and tested with creati-

ve, expressive and communi-

cative techniques.

This day laid the basis to further 

bring the two realities closer 

and strengthen the union of the 

Company.

The first edition was very suc-

cessful, and we want to repeat 

this experience.

InVetta Participants

Basic Module Participants

Advanced Module Participants

IVASS Preparation Participants

People passing the exam

Already attended courses basic + advanced

Total training hours

69

25

44

13

6

15 + 8

184
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Your future in 
Vittoria:
confirmations and 
new entries

The project was launched in  
2018, with the purposes of 
selecting young resources for 
their entry into virtuous Agen-
cies, training them to grow in-
surance consultants technically 
prepared and capable of ma-
naging the relationship with the 
Customer, but above all making 
them real experts of the Non-
Marine business. During 2019, 
the resources already included 
in the project were further as-
sessed, only the best SubA-
gents can go on in this specific 
project. Furthermore, newco-
mers have been successfully 
introduced, and so far there are 
44 new entries in the agency.

The training method was con-
firmed by the good results 
achieved during the first year, 
the classes on technical and 
commercial topics were ac-
companied by many meetings 
on the territory where parti-
cipants, under the lead of the 
Project Coordinator, had the 
chance to discuss successes 
and criticalities they face daily. 
Following the guidelines of 
the peer education, a careful 
analysis of qualities and critica-
lities of each resource was per-
formed, so to match couples 
of SubAgents, to give them the 
chance of observing each other 
directly during negotiations and 
learn the best commercial stra-
tegies set out by the colleague. 
The result was positive, not 
only from a commercial point of 
view, but this was also a pre-
cious occasion of growth and 
confrontation which increased 
the complicity and the collabo-
ration among the Sub-Agents 

of the project.

The project is monitored throu-
gh technical texts of knowledge 
acquired and through checks 
of the monthly production: all 
SubAgents now working have 
shown that they can reach 
growing or stable results.

Their commercial potentials 
have been significantly wide-
ned, as they are not limited to 
the development of monoline 
Customers, but were trained 
to handle and increase agre-
ements with authorities, the 
most efficient ways to reach out 
to cold contacts and the strate-
gies to negotiate successfully.

Given the great results, the 
project will be increased, to 
enable a greater number of 
Agencies to entry new re-
sources to be trained and build 
up a new generation of insuran-
ce consultants.
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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      
tools available to our distribu-
tion networks, taking into ac-
count the evolving needs of the 
customers and the new digital 

interaction ways, we have in-
troduced new IT systems in the 
last 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 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 
enables the agents to manage 
com-munications on the noti-
ces of policy expiry and to pro-
pose 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.
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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 2019, there were 95,195 Italian crews entrusting the coverage of 
their motorhomes and families to Vittoria Assicurazioni.

VITTORIA AND
THE ITALIAN 

ASSOCIATION OF 
CAMPER OWNERS

Business partners

BUSINESS AND 
PROFESSIONAL PARTNERS

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.

People in the spotlight4.

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 5,573 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

5,573

Confcommercio 
companies

95,195*

Camper crews

*The delta compared to 
  the previous year is due to
  the refinement of the data mining
  method
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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 synergy of both entities.

In late 2019, over 41,030 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 ensuring 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 261,717 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 FORCED AND

PUBLIC SECURITY 
FORCES

41,030 

261.717 

Members of Armed Forces 
and Public Security Forces

Members and employees 
of Touring Club Italiano

Sure of our 
values, we 

choose partners 
we work 

with for the 
benefit of the 

community
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Vittoria promotes a “sustaina-
ble” management of its supply 
chain, based on principles of 
fairness, transparency, relia-
bility and loyalty; furthermore, 
it acknowledges the impor-
tance of  ensuring  complian-
ce  with rules, regulations and 
codes of conduct, in the be-
lief that compliance with rules 
is essential in the attainment 
of common goals, based on 
trust and professional experti-
se. To better regulate its sup-
ply chain, while promoting the 
principles set forth in the Code 
of Ethics, Vittoria has drawn up 
an outsourcing policy, whose 
objective criteria for the selec-
tion and assessment of sup-
pliers, and specific controlling 
and monitoring procedures, are 
implemented both by the cor-
porate functions involved in the 
purchasing process and by the 
control structures of the Com-
pany. Furthermore, in line with 
the values set out in the Code 
of Ethics, Vittoria is committed 
to choosing those Suppliers 
that handle the social impact 
responsibly, pro-tect the rights 
of their workers and  promote  
such  approach also in their 
network of sub-contractors,   
employees   and co-workers.

All suppliers are indeed called 
upon to adhere to the Code 

of Ethics and  the  Organiza-
tion and Management Model 
pursuant   to   Legislative   De-
cree 231/2001, as  well as to 
underwrite   a   self-declaration 
certifying they have not been 
subject to bankruptcy or en-
forced winding up, judgements 
become res judicata, applica-
tion  of  security  measures  or 
anti-mafia prevention, penalties 
for breaches of rules on work, 
social welfare and compulsory 
insurance against accidents at 
work.

The process for supplier se-
lection includes analysis of the 
following:


	
fulfilment of specific requi-
rements of professionalism, 
integrity and independence; 


	
financial stability;


	
adoption of suitable means 
to ensure that no explicit or 
potential conflict of interest 
undermines fulfilling of the 
Company’s needs;


	
adequacy of plans to ad-
dress emergency situations 
or business disruptions;


	
compliance   with   ethical 
principles  and  operational 
rules set out in the Code of 
Ethics.

The choice of one specific sup-

plier must be always reasona-
bly and adequately motivated, 
documented and result of ap-
plication.

In 2019, in the supply of goods, 
services and contract work, we 
involved 2,518 suppliers, 96% 
of whom with registered office 
in Italy for a value of €72,129 
million, 8.1 million referred to 
suppliers of essential or impor-
tant outsourced activities (€6.4 
million in 2018).

Professional partners also in-
clude the independent experts 
of Vittoria Assicurazioni, such 
as lawyers, experts, insurance   
investigators   and medicolegal 
experts that make up more than 
50% of supply agreements.

For a greater interaction with 
the Company, and in order to 
better meet the Customer's 
needs, we have developed the 
"unified website of independent 
experts", which enables these 
experts to better and autono-
mously handle their activities, 
with positive environmental and 
human impact.

Professional partners and
responsible procurement policies

People in the spotlight4.
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We are always here to listen to our 
stakeholders

TERRITORY AND COMMUNITY

We believe that the way we 

act is not only economically 

important. We are always here 

to 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 the benefit of the 
community we belong to.

This is why the annual reward 
of the chamber of commerce, 
the so-called “Ambrogino alle 
imprese”, received by Vitto-

Our engagement

ria Assicurazioni in June 2019 
meant that Company’s efforts 
were acknowledged for the 
multi-year activity performed 
with the aim of increasing the 
value and opportunities of the 
territory and for the constant 
engagement in the growth of 
the socio-economic system of 
Milan and the province.

The focus on 
the recovery 

of the artistic, 
historical and 

cultural heritage 
is expression 
of the Italian 

identity of our 
Group 









Cystic Fibrosis Research Foundation

Vittoria Assicurazioni supports the Italian Cystic Fibrosis Research 
Foundation. A little action to make the research great.
https://www.fibrosicisticaricerca.it/

ABIO Italia Onlus

Vittoria supports Fondazione ABIO Italia Onlus (Association for 
children in hospital), on the side of all children, teens and their pa-
rents to bring a smile also in the most difficult moments.
https://abio.org/

Lingotto Music Association

Vittoria Assicurazioni supports the Lingotto Music Association of Turin 
to promote and enhance the musical culture. 
https://www.lingottomusica.it/

Consulta – Association for the development of the artistic and cultural 
heritage of Turin

Since 2007, we have been supporting the Association for the deve-
lopment of the artistic and cultural heritage of Turin.

A perfect harmony of values, which has enabled to contribute to ac-
tions aimed at promoting and improving the use of the artistic, histo-
rical and cultural heritage. 
https://www.consultaditorino.it/
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Our role in the re-design of the urban 
landscape

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

An example is the project car-
ried out in the city of Milan 
with the urban redevelopment 
of “Portello” area. In this ur-
ban redevelopment project, a 
residential complex is located 
just behind the office district, 
a complex made up of 8 bu-

ildings, including 6 tower bu-
ildings and 2 row buildings, 
whose names pay tribute to the 
glorious past, by recalling an hi-
storical car of Alfa Romeo.

The project signed by the ar-
chitect Gino Valle was perfor-
med 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 sur-
rounding 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 per-

spective lines on the stone 

paving invites walkers to head 

towards the futurist cycle-pe-

destrian bridge, that is red as 

the emblematic livery of Alfa 

Romeo.

The open-air work of art, 

“Grande cancellatura per Gio-

vanni Testori” (Great Erasure 

for Giovanni Testori), that can 

be admired by anyone crossing 

the square, recalls another fe-

ature of the area: the basrelief 

is the elaboration of an excerpt 

from the novel “Il Ponte della 

Ghisolfa” (The Ghisolfa Bridge). 

SUSTAINABLE CITIES 
AND COMMUNITIES
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The new real-estate strategy of Vittoria

During 2019, Vittoria Group 
initiated an important reorgani-
zation of the real-estate sector, 
by selling its equity interest in 
Gestimmobili and Interimmobili, 
companies that over the years 
have dealt with the technical-

administrative management 
and intermediation of the real-
estate assets of the Group.

Gestimmobili has then chan-
ged its name: today we colla-
borate with Morning Capital, 
our strategic consultant of the 

Real Estate, which manages 
with expertise, soundness and 
transparency also the property 
investments of our Group.



100



Vittoria Assicurazioni
2019 Sustainability Report 101

L'impegno 
per lo sviluppo 
sostenibile 
ha anche 
la nostra
firma

SUSTAINABLE 
BY CHOICE
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FOCUS ON
ENVIRONMENTAL IMPACTS 

Commitment on 
climate change 
The inability to address the cli-
mate change was identified by 
the WEF as one of the highest 
social and economic risks for 
our society.

Mr. Carlo Acutis, representing 
Vittoria Assicurazioni, is mem-
ber and director of the Geneva 
Association, a non-profit orga-
nization, which organizes net-
works of international experts 
and handles the platforms for 
the discussion also on the cli-
mate risk and the role that the 
insurance company may play in 

reducing the catastrophic risk, 
the impact of the digitizing and 
the cyber-risk, the increasing 
costs linked to the population 
ageing and the pension finan-
cing.

A recent report of the Geneva 
Association emphasizes to build
a social and economic resilien-
ce to the growing impacts on 
the extreme weather conditions 
requires a preventive risk ma-
nagement and new adaption 
strategies. The shift towards 
a low-carbon economy has 
strong social and economic ef-
fects for many sectors.

The insurance sector is in the 

unique position to better under-

stand the risks that the climate 

change causes to the societies 

and their livelihoods. This is 

because the insurers play the 

double role of risk managers 

protecting the activities of the 

society and of long-term inve-

stors financing the economy. 

The social mission of the insu-

rance sector is to develop risk-

transferring innovative solutions 

that minimize the financial con-

sequences of the uncertainty. 

In the light of the climate chan-

ge, such mandate is now more 

relevant than ever.

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 claims mana-

gement, through the industrial 

processes of General Manage-

ment, partners and the distri-

butor network whose results, 

in terms of purchase of paper 

The 
commitment for 
the sustainable 
development 
also bears our 
signature

Sustainable by choice5.

946,210  

Documents digitally 
signed by Customers 
(51.4% of total signed 
documents)

25,548 

Paper reams saved 
in a year (about 50 
medium-sized trees 
saved, one tree 153 
reams)

environment, thanks to the lo-

wer consumption of paper and 

reduction of displacements and 

corporate Car Policy aimed at 

reducing emissions into the at-

mosphere, by eliminating the 

diesel vehicles from corporate 

car fleet and by choosing pe-

trol or hybrid solutions that are 

more environmental-friendly.

We innovate for 
environment
A   series   of   important   in-
vestments   in   state-of-the-art 
technological solutions on the 

Since 2016, we have been 
adopting the PUC, the unified 
communication  portal,  which 
makes  it  possible  to  directly 

interact with customers using 
different channels: PEC, e-mail, 
SMS. 

Unified com-
munication portal

CLIMATE ACTION

CLEAN WATER AND 
SANITATION

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE

SUSTAINABLE CITIES 
AND COMMUNITIES

RESPONSIBLE 
CONSUMPTION AND 
PRODUCTION



Vittoria Assicurazioni
2019 Sustainability Report 103

+4.8% 

Increase in documents 
digitally signed compared 

to the previous year

UNIFIED 
COMMUNICATION PORTAL

reams by showing the first clear 
results.

At the same time,  we  have 
switched to the digitization of 
documents relating to policies 
and  claims,  via  our  system 
NewAge or suppliers’ external 
systems.

In this context, the dissemina-
tion of the advanced electronic 
signature (FEA) to all Agencies 
is particularly important, both 
as graphometric signature and 
as signature with One Time 
Password (OTP).

This latter has been used since 
2018 and consists in a kind of 
disposable code which stream-
lines the underwriting of con-
tracts, as the Customer has 
the chance to make operations 
with the smartphone and wi-
thout “sign pad”, as in the case 
of the graphometric signature.

All innovations lead to mitigate 
the negative impact on the en-
vironment:


	
sprinting 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 saved in Vit-
toria Reserved Area.

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

REDUCED 
ENVIRONMENTAL

 IMPACTS

GRAPHOMETRIC 
SIGNATURE

DIGITAL SIGNATURE DEMATERIALIZATION

SIGNATURE WITH ONE TIME 
PASSWORD

(OTP)
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Direct energy 
consumption

Limiting environmental impact 
in the daily business  activity 
is something dear to Vittoria 
Group. This is also reflected 
in the attention on out con-
sumption,  by  avoiding  waste 
and adhering to policies that 
enable us to focus on efficiency 
improvement, with the aim of

reducing polluting emissions of 
greenhouse gases.

To this end, in 2018, the Com-
pany reviewed the corporate 
Car Policy: by considering that 
the non-renewable fuel con-
sumption is the main factor 
contributing to the greenhouse 
gas emissions, the option of 
choosing diesel-fuelled vehi-
cles was replaced with hybrid/
petrol and hybrid/electric vehi-
cles. This will help to further re-
duce the direct CO2 emissions 
into the environment.

Introduced in 2017, the Travel 
Policy invites all employees to 

prefer the use of train instead 
of the car for medium-long di-
stance business trips, keeps 
on being preferred and bringing 
benefits in terms emissions. 
Finally, to encourage collecti-
ve transport, the CRAL centre 
(i.e. the Corporate Recreational 
Centre of Workers) extended 
agreements on transport also 
to regional trains, and to ATM 
(the Milan transport company) 
for  the  local  transport,  with 
the possibility to charge, on a 
monthly basis, the amount di-
rectly to the payroll.

Sustainable by choice5.

In particular, in 2019 the use 
of the advanced electronic 
signature was accepted by 
1,430,741 customers, who sig-
ned 946,210 documents elec-
tronically, amounting for 56.2% 
of total documents signed with 
a reduction in the total con-
sumption of paper of 25,548 
paper stacks a year.

Specifically, the paper-based 
documentation  for  Car  gua-
rantees has been deleted and 
totally  replaced  by  electronic 
communications to Customers 
and institutional central archi-
ves.

We constantly promote the use 
of low-consumption devices, 
especially on the occasion of 

renewals of car fleet installed 
at the Datacenter (server, sto-
rage) and for individual use (pc, 
printers).

Finally, starting  from 2017 a 
new electronic mode to distri-
bute documents for meetings 
with  institutions  and  financial 
community  has  been  imple-
mented.

Energy consumption within the organization

Car fleet (leasing and owned)

Gasoline - Diesel

Petrol

udM

litres

litres

udM

GJ

GJ

NON-RENEWABLE SOURCES

2019

46,679

35,248

2018

62,028

16,121 

2019

1,677

1,117

2018

2,234

511

Heating 

Consumption of natural gas for heating

Consumption of Gasoil for heating

udM

Smc 

litres

udM

GJ

GJ

2019

26,754

-

2018

24,410

-

2019

944

-

2018

861

-
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Indirect energy 
consumption

One  of  Vittoria  Assicurazioni 
objectives is to ensure the hi-
ghest comfort to the people 
working in its offices, minimi-
zing the environmental impact, 
starting from consumption and 
emissions.

To achieve these goals day by 
day, Vittoria adopts high stan-
dards in the governance and 
management of its headquar-
ters, designed according to 
advanced engineering and 
plant-related models.

Reduced impacts are also pos-
sible by creating comfortable 
rooms which use advanced 
domotics systems enabled to 
maximize the use of natural 
light with dynamic lighting sy-
stems adapting the light inten-
sity to external light conditions 
and autonomously switch on 
the lights according to the pre-
sence of people. Furthermore, 
the air conditioning system of 
rooms can be customized au-
tonomously by individual users 
to guarantee high standards of 
comfort.

The awareness that power 
consumption contributes to 
the indirect emissions of gre-

enhouse gases by generating 
impacts on the environment 
surrounding us led us to pay 
great attention to searching for 
efficiency in the spaces we use.

Analysing the features of con-
sumption with higher accuracy 
has enabled us to identify new 
focus and improvement points 
over time. Knowing this infor-
mation enabled us to define 
targeted strategies and to bet-
ter channel and organize our 
efforts. This resulted in intere-
sting outcome during 2019, le-
ading us to increasingly believe 
in the daily commitment in this 
respect.

Energy consumption within the organization

Future-tailored
 head offices:

low energy
 consumption

and high
standards of

environmental
comfort

ELECTRICITY

Purchased

Self-produced – photovoltaic panels

udM

kWh 

kWh

udM

GJ

GJ

2019

3,269,740

101,483

2018

3,468,809

98,151

2019

11,771

365

2018

12,488

353
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2019

258

 1,033

    1,592

2018

 250

 1,113

    1,665

2019

21

0.059

0

2018

12

0.063

-

2019

5

0.013

0

2018

6

0.014

-

2019

2,099

1,038

0

2018

 2,021

1,119

-

Emissions in the 
atmosphere 

In order to outline  the  envi-

ronmental  impact  of  Vittoria 

Group,  generated  direct  and 
indirect emissions are shown in 
the table below:


	
direct emissions (Scope 1),  
arising from the use of fuels 
for the air conditioning and 

company cars;


	
indirect  emissions (Scope 
2), such as the emissions 
arising from the use of elec-
tric power purchased.

Direct and indirect emissions in atmosphere 

Direct emissions (Scope 1)

Indirect emissions (Scope 2) -
location based

Indirect emissions  (Scope 2) -        
Market based

Ton CO2 Ton CH4 Ton N2O Ton CO2 eq

For the calculation of indirect 
emissions, the reporting stan-
dard (GRI Sustainability Repor-
ting Standards 2016) provides 
for two different calculation ap-
proaches:


	
the  “Locat ion-based”, 
shown in the table, is ba-
sed on an average national 
emission factor relating to 
the specific national energy 
mix  for  the  production  of 

electric power;


	
the “Market-based” is ba-
sed on the use of an emis-
sion  factor  defined  on  a 
contractual basis with the 
power  supplier.  Given  the 
absence of specific contrac-
tual   agreements   between 
Vittoria Group and the po-
wer supplier (e.g. purchase 
of Guarantees of Origin), the 
emission factor relating to 

the national “residual mix” 
was used for this approach.

The  table  outlines  the  con-
sumption   of   Vittoria   Group, 
also considering the emissions 
of the main greenhouse gases 
set forth by the Kyoto Protocol, 
which contribute to the increa-
se of the greenhouse effect and 
enable the calculation in terms 
of equivalent CO2.

For “Location-based”, the emission coefficient used for Italy is 316 gCO2/kWh.
Source: Guidelines ABI_LAB.

For “Market-based”, the emission coefficient used for Italy is 487 gCO2/kWh, Source: Association of Issuing Bodies, European 
Residual Mixes 2019.

The 2018 data relating to Scope 1 have been restated for a refinement of the calculation medology

Sustainable by choice5.
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Consumption of 
materials 

Vittoria Assicurazioni uses so-
lely  Ecolabel  certified  paper. 

With the purpose of reducing 
the quantity of paper used and 
limiting  waste, printers availa-

ble in the offices set by default 

on duplex printing and black/ 

white. The purpose we had last 

year was to further rationalize 

printing equipment. To this end, 

the colour printers on each flo-

or can now be run only through 

badge confirmation, to limit the 

wrong printouts in advance. 

To assess the environmental 
impact after replacing printers 
and printing modes, it should 
be noted that the number of 
pages printed annually led to 
a reduction in the consumption 
of toner cartridges and printing 
paper. 

Materials used by weight and volume

Year

Number of paper in reams  

Paper in Kg

Toners

2019

5,459

13,873

283

2018

7,810

19,707

704

UdM

reams

Kg

unit

Non-renewable materials                      VITTORIA ASSICURAZIONI - HEADQUARTERS           

A3 reams have calculated as 2 A4 reams. 

Disposal of waste 
produced 

The Company keeps on sepa-
rating waste of paper, cans, 
toner cartridges and batteries, 
and since 2019 also compo-
stable waste. To this end, offi-
ces and common spaces, such 
as “printer corners”, break area 
and gym are equipped with de-

dicated bins.

In the break area there are 
“Plastic Free” corners and di-
stributors are equipped with 
compostable glasses and stir-
rers. Finally, some micro-filtered 
water dispensers have been in-
stalled and the Company has 
provided all employees with 
flasks to minimize the purchase 
of plastic bottles.

For waste management and 
disposal we avail ourselves of 
Amsa, a company of the Muni-
cipality of Milan.

Since late 2019, a project has 
been developed for the use of 
rechargeable batteries.

Toners and neon lights are gi-
ven to Contractors of waste 
disposal services according to 
rules laid down by law.
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IMPACT CON MATERIAL ISSUES

Scope

PLACE OF IMPACT

Vittoria Group

Vittoria Group
Business and professional 
partners

Vittoria Group Customers

Gruppo Vittoria Shareholders

Vittoria Group

Vittoria Group

Vittoria Group Customers

Vittoria Group

Vittoria Group
Business and professional 
partners 
Agents and intermediaries

Vittoria Group
Human resource
External collaborations*

Vittoria Group
Human resource

Vittoria Group
Human resource
 

Vittoria Group
Territory and community

RELATED TOPIC GRI STANDARDS 

For each material issue, identi-
fied by Vittoria Group through 

the materiality analysis, the fol-
lowing table shows the recon-

ciliation with GRI standards and 
related impact scope. 

MATERIAL ISSUES 

Financial strength

Ethics and business integrity

Customer centricity

Economic and financial 
performance

Anti-corruption

Risk management

Digitizing and innovation

Governance and Compliance

Sales collaborations

Work, health and safety of 
workers 

Staff enhancement and growth

Welfare and life-work balance 

Environmental impacts

Economic performance

n/a

Customer privacy
Marketing and labelling

Economic performance

Anti-corruption

n/a

n/a

Anti-competitive behaviour
Environmental compliance
Socio-economic compliance
Public policies

Marketing and labelling 

Health and safety at work

Employment
Training and education

Diversity and equal opportunity
Non-discrimination
Freedom of association and 
collective bargaining

Materials
Energy
Emissions
Discharges and waste 

TYPE OF IMPACT

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group
and linked to activities of 
Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

Generated by Vittoria Group

                                               SCOPE         

108

* External collaborators include interns, apprentices and self-employed workers, and in general workers that are not employees 
but work within the company.
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TABLE OF GRI INDICATORS

General standard disclosure (2016)
 

GRI standard

ORGANIZATION PROFILE

102 - 01 Name of the organization

102 - 02 Brands, products and/or services

102 - 03 Location of headquarters of the organization

102 - 04 Number of countries where the organization operates,  The 
Group operates on the Italian territory and names of countries 
where either the organization has significant operations or that 
are specifically relevant for the purposes of the sustainability 
topics referred to in the report

102 - 05  Ownership structure and legal form

102 - 06  Markets  served (including  geographic  breakdown,  sectors 
served, and types of consumers/ beneficiaries)

102 - 07  Scale of the organization

102 - 08  Total employees by employment contract, sex and gender

102 - 09 Supply chain

102 - 10 Significant changes regarding size, structure or ownership

102 - 11 Application  of  the  precautionary  approach  to  the  risk 
management

102 - 13  Partnerships and memberships

STRATEGY

102 - 14 Letter from the chairman and managing Director about the re-
levance of sustainability for the organization and its strategy for 
addressing sustainability

Page

 

2

76-79

122

6-7

2

71, 77-79

51

51-52

96

2

36-37

94-95

5

The table below shows the 
performance indicators, in 
compliance with the guideli-
nes "GRI Sustainability Repor-
ting Standards", issued by the 
Global Reporting Initiative (GRI) 
- Core option. In particular, ac-

cording to GRI Standard 101:  
Foundation,  paragraph 3, this 
NFS adopted the Reporting 
Standards identified in the table 
below. The material issues are 
related to the individual Stan-
dard Disclosures.

Each  indicator  has  the  refe-
rence to the pages in the Su-
stainability  Report  where  the 
indicator,   related   notes   and 
omissions, if specified, can be 
found.

 

Notes

The Group operates on the Italian territory

The Group avails itself of external collabora-
tors only for ancillary activities

Vittoria Assicurazioni adheres to Ania (Italian 
nassociation of insurance companies), by ac-
tively participating in its activities.  
The Chairman Carlo Acutis is the Chairman of 
the Board of Arbitrators, and Cesare Caldarelli 
is our Managing Director, and is member of 
the governing council and executive commit-
tee and a member of our management, as 
Chairman of the Statutory Auditors. 
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General standard disclosure
 

GRI standard

ETHICS AND INTEGRITY

102 - 16 Organization’s values, principles, standards and rules of beha-
viour

GOVERNANCE

102 - 18  Governance  structure of the Organization

102 - 22  Composition of the highest governing body and its committee

STAKEHOLDER ENGAGEMENT

102 - 40  List of stakeholder groups engaged by the organization

102 - 41  Collective bargaining agreements

102 - 42 Criteria for identification and selection of the main stakeholders

102 - 43 Approach of the organization to stakeholder engagement

102 - 44 Key topics raised through stakeholder engagement and how the 
organization has responded to these topics

REPORTING PRACTICE

102 - 45 Entities included in the consolidated financial statements

102 - 46 Process for defining the report content and the material aspects

102 - 47 Identification of material aspects

102 - 48 Changes of information provided in previous reports

102 - 49 Significant changes in terms of material topics and their scope

102 - 50 Reporting period

102 - 51 Date of the most recent report

102 - 52 Reporting frequency

102 - 53 Contacts for information on the report

102 - 54 GRI option chosen by the organization for the report

102 - 55 GRI Content Index

102 - 56 External assurance 

Page

19-20, 30

30-34

30-34

11

54

11

7-9

8-9

6-7

6-7

8-9

6-7;
70; 85; 
106

6-7

6-7

6-7

6-7

6-7

6-7

109-116

117-119

 

Notes
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Specific standard disclosure
 

GRI standard

ECONOMIC CATEGORY

ECONOMIC PERFORMANCE
Material issue: financial strength and economic-financial performance

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards

201 - 1 Direct economic value generated and distributed

ANTI-CORRUPTION
Material issue: Anti-corruption

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards

205 - 2 Communication and training on anti-corruption policies and pro-
cedure

205 - 3 Cases of corruption confirmed and actions taken

ANTI-COMPETITIVE BEHAVIOURS
Material issue: Governance and Compliance

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards

206-1 Number of legal actions related to anti-competitive, monopoly 
and anti-trust practices and judgements

Page

42-46, 108

42-46

42-46

42-46

38,108

38

38

38

38

39,108

39

39

39

 

Notes
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Specific standard disclosure
 

GRI standard

ENVIRONMENTAL CATEGORY

ENERGY
Material issue: environmental impact

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards    

302 - 1 Energy consumption within the organization

EMISSIONS
Material issue: environmental impact

Management approach
ì
103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards  

305 - 1 Direct greenhouse gas emissions (Scope 1)

305 - 2 Indirect greenhouse gas emissions (Scope 2)

  

ENVIRONMENTAL COMPLIANCE
Material issue: Governance and Compliance

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Page

102-104,108

102-104

102-104

104

106,108

106

106

106

106

106

106,108

106

 

Notes

Environmental  data  do  not  include  data of  
the  seats  of  Aspevi  Firenze  and  Assiorvieto  
where  there  are 13 employees (2.4% of total 
employees of the Group)

For the calculation of emissions of 2019 the   
106 coefficient of the following sources were 
used: Italian Greenhouse Gas Inventory 1990 
–2017– 106 National Inventory Report 2019 – 
ISPRA (national institution for the environmen-
tal protection and research; 
AIB - European Residual Mixes 2019. For 
the calculation of emissions of 2018, the 
coefficient of the following sources were 
used: Italian Greenhouse Gas Inventory 1990 
–2016– National Inventory Report 2018 Annex 
6 Natio-nal Emission Factors – ISPRA (national 
institution for the environmental protection and 
research; AIB - European Residual Mixes 2017 
(Vers. 1.13)
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Specific standard disclosure
 

GRI Standard 

ENVIRONMENT CATEGORY

ENVIRONMENTAL COMPLIANCE
Material issue: Governance and Compliance

Standards  

307 - 1   Non-compliance and rules and regulations on environment
 

SOCIAL CATEGORY

LABOUR

EMPLOYMENT
Material issue: Enhancement and growth

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards

401 - 1 New recruits and staff turnover

401 - 2 Benefits offered to employees with permanent contract that are 
not offered to temporary or part-time employees

MANAGEMENT OF RELATIONSHIPS WITH WORKERS 
Material issue: Welfare and life-work balance

Managementl approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards  

402 - 1 Minimum notice established by a collective contract

Page

50,108

50

50

52-53

52-53 

54,108

54

54

54

 

Notes

Environmental  data  do  not  include  data of  
the  seats  of  Aspevi  Firenze  and  Assiorvieto  
where  there  are 13 employees (2.4% of total 
employees of the Group)

No cases of non-compliance with rules and 
regulations during 2019

  

  

Regulatory  and  remuneration  aspects  refer 
to the different national collective bargaining 
contracts and the laws that are applied within 
the Group.
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Specific standard disclosure
 

GRI standard

SOCIAL CATEGORY

HEALTH AND SAFETY AT WORK 2018
Material issue: Health and safety at work

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards 

403-1  Occupational health and safety management system

403-2  Hazard identification, risk assessment, and incident investigation

403-3  Occupational health services

403-4  Worker participation, consultation, and communication on
           occupational health and safety

403-5  Worker training on occupational health and safety

403-6  Worker health promotion

403-7  Impact prevention and mitigation on occupational health and safety
           directly linked by business relationships

403-9  Work-related injuries

LABOUR

TRAINING AND EDUCATION
Material issue: Enhancement and growth

Managerment approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards 

404-1 Average hours of training that the organization’s employees have 
undertaken during the reporting period, by gender and employee 
category.

404-3 Percentage of total employees by gender and by employee ca-
tegory who received a regular performance and career deve-
lopment review during the reporting period.

Page

67,69,108

67,69

67,69

67-69

67-69

67-69

67-69

67-69

67-69

67-69

70

55-59,108

55-59

55-59

55

61

 

Notes
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Specific standard disclosure
 

GRI standard

SOCIAL CATEGORY

NON-DISCRIMINATION
Material issue: Welfare and life-work balance

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards 

405-1 Breakdown of employees per employee category according to 
gender, age group, minority group membership, and other indi-
cators of diversity

405-2 Ratio of the basic salary and remuneration of women to men for 
each employee category, by significant locations of operation

NON DISCRIMINATION
Material issue: Welfare and work-life balance

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards     

406-1 Discrimination cases and resolution actions undertaken

COMPANIES

MARKETING AND LABELING
Material issues: Customer-centricity, Sales collaborations

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards   

417-2 Non-compliance cases relating to sales communication

Page

62-108

62

62

62

62-64

108

50-52

50-52

71-75,108

71-75

71-75

 

Notes

  

No cases of non-compliance during 2019

During 2019, no complaints were received for 
breaches of privacy and customer data loss
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Specific standard disclosure
 

GRI standard

SOCIAL CATEGORY

CUSTOMER PRIVACY 
Material issue: Customer-Centricity

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approach

Standards     

418-1 Substantiated complaints concerning breaches of customer pri-
vacy and data loss 

SOCIO-ECONOMIC COMPLIANCE
Material issue: Governance and compliance

Management approach

103 - 1 Explanation of the material topic and its boundary

103 - 2 The management approach and it's components

103 - 3 Evaluation of the management approachh

Standards    

419-1 Monetary value of fines and total number of non-monetary pe-
nalties for breaches of rules and regulations  

Page

71-75,108

71-75

71-75

30-39,108

30-39

30-39

39

 

Notes
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INDEPENDENT AUDITOR'S REPORT
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© Deloitte & Touche S.p.A.   
 

 
 

INDEPENDENT AUDITOR’S REPORT 
ON THE CONSOLIDATED NON-FINANCIAL STATEMENT PURSUANT TO ARTICLE 3, 
PARAGRAPH 10 OF LEGISLATIVE DECREE No. 254 OF DECEMBER 30, 2016 AND 

 ART. 5 OF CONSOB REGULATION N. 20267/2018 
 
 
 
To the Board of Directors of 
Vittoria Assicurazioni S.p.A. 
 
 
Pursuant to article 3, paragraph 10, of the Legislative Decree no. 254 of December 30, 2016 (hereinafter 
“Decree”) and to article 5 of the CONSOB Regulation n. 20267/2018, we have carried out a limited 
assurance engagement on the Consolidated Non-Financial Statement of Vittoria Assicurazioni S.p.A. and its 
subsidiaries (hereinafter the “Group”) as of December 31, 2019 prepared on the basis of art. 4 of the 
Decree and approved by the Board of Directors on April 7, 2020 (hereinafter “NFS”). 
 
Responsibility of the Directors and the Board of Statutory Auditors for the NFS 
 
The Directors are responsible for the preparation of the NFS in accordance with articles 3 and 4 of the 
Decree and with “Global Reporting Initiative Sustainability Reporting Standards” established in 2016 by GRI 
– Global Reporting Initiative (“GRI Standards”), which they have identified as reporting framework.  
 
The Directors are also responsible, within the terms established by law, for such internal control as they 
determine is necessary to enable the preparation of NFS that is free from material misstatement, whether 
due to fraud or error. 
 
The Directors are moreover responsible for defining the contents of the NFS, within the topics specified in 
article 3, paragraph 1, of the Decree, taking into account the activities and characteristics of the Group, and 
to the extent necessary in order to ensure the understanding of the Group’s activities, its trends, 
performance and the related impacts. 
 
Finally, the Directors are responsible for defining the business management model and the organisation of 
the Group’s activities as well as, with reference to the topics detected and reported in the NFS, for the 
policies pursued by the Group and for identifying and managing the risks generated or undertaken by the 
Group. 
 
The Board of Statutory Auditors is responsible for overseeing, within the terms established by law, the 
compliance with the provisions set out in the Decree. 
 
 
 
 
 
 

 Deloitte & Touche S.p.A. 
Via Tortona, 25 
20144 Milano 
Italia 
 
Tel: +39 02 83322111 
Fax: +39 02 83322112 
www.deloitte.it 
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Auditor’s Independence and quality control   
 
We have complied with the independence and other ethical requirements of the Code of Ethics for 
Professional Accountants issued by the International Ethics Standards Board for Accountants, which is 
founded on fundamental principles of integrity, objectivity, professional competence and due care, 
confidentiality and professional behaviour. Our auditing firm applies International Standard on Quality 
Control 1 (ISQC Italia 1) and, accordingly, maintains a comprehensive system of quality control including 
documented policies and procedures regarding compliance with ethical requirements, professional 
standards and applicable legal and regulatory requirements. 
 
Auditor’s responsibility 
 
Our responsibility is to express our conclusion based on the procedures performed about the compliance of 
the NFS with the Decree and the GRI Standards. We conducted our work in accordance with the criteria 
established in the “International Standard on Assurance Engagements ISAE 3000 (Revised) – Assurance 
Engagements Other than Audits or Reviews of Historical Financial Information” (hereinafter “ISAE 3000 
Revised”), issued by the International Auditing and Assurance Standards Board (IAASB) for limited 
assurance engagements. The standard requires that we plan and perform the engagement to obtain limited 
assurance whether the NFS is free from material misstatement. Therefore, the procedures performed in a 
limited assurance engagement are less than those performed in a reasonable assurance engagement in 
accordance with ISAE 3000 Revised, and, therefore, do not enable us to obtain assurance that we would 
become aware of all significant matters and events that might be identified in a reasonable assurance 
engagement.  
 
The procedures performed on NFS are based on our professional judgement and included inquiries, 
primarily with company personnel responsible for the preparation of information included in the NFS, 
analysis of documents, recalculations and other procedures aimed to obtain evidence as appropriate. 
 
Specifically we carried out the following procedures: 
 
1. analysis of relevant topics with reference to the Group’s activities and characteristics disclosed in the 

NFS, in order to assess the reasonableness of the selection process in place in light of the provisions of 
art. 3 of the Decree and taking into account the adopted reporting standard. 

 
2. analysis and assessment of the identification criteria of the consolidation area, in order to assess its 

compliance with the Decree. 
 
3. comparison between the financial data and information included in the NFS with those included in the 

consolidated financial statements of the Group.  
 
4. understanding of the following matters: 

 
 business management model of the Group’s activities, with reference to the management of the 

topics specified by article 3 of the Decree; 
 policies adopted by the entity in connection with the topics specified by article 3 of the Decree, 

achieved results and related fundamental performance indicators; 
 main risks, generated and/or undertaken, in connection with the topics specified by article 3 of the 

Decree. 
 
Moreover, with reference to these matters, we carried out a comparison with the information contained 
in the NFS and the verifications described in the subsequent point 5, letter a) of this report. 
 

5. understanding of the processes underlying the origination, recording and management of qualitative and 
quantitative material information included in the NFS. 
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In particular, we carried out interviews and discussions with the management of Vittoria Assicurazioni 
S.p.A. and we carried out limited documentary verifications, in order to gather information about the 
processes and procedures which support the collection, aggregation, elaboration and transmittal of non-
financial data and information to the department responsible for the preparation of the NFS. 
 
In addition, for material information, taking into consideration the Group’s activities and characteristics: 
 
 at the group level: 

 
a) with regards to qualitative information included in the NFS, and specifically with reference to the 

business management model, policies applied and main risks, we carried out interviews and 
gathered supporting documentation in order to verify its consistency with the available evidence; 

b) with regards to quantitative information, we carried out both analytical procedures and limited 
verifications in order to ensure, on a sample basis, the correct aggregation of data. 

 
 for Vittoria Assicurazioni S.p.A., which we selected based on its activities, contribution to the 

performance indicators at the consolidated level and location, we carried out site visits, during which 
we have met their management and have gathered supporting documentation with reference to the 
correct application of procedures and calculation methods used for the indicators. 

 
Conclusion 
 
Based on the work performed, nothing has come to our attention that causes us to believe that the NFS of 
the Group as of December 31, 2019 is not prepared, in all material aspects, in accordance with article 3 and 
4 of the Decree and with “Global Reporting Initiative Sustainability Reporting Standards” established in 
2016 by GRI – Global Reporting Initiative. 
 
 
DELOITTE & TOUCHE S.p.A. 
 
 
 
Signed by 
Alessandro Grazioli 
Partner 
 
 
Milan, Italy  
April 10, 2020 
 
 
 
 
 
 
 
 
 
 
This report has been translated into the English language solely for the convenience of international 
readers. 
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