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The Sustainability Report has been translated from those issued in Italy, from 

the Italian into the English language solely for the convenience of international 

readers. In case of difference between the Italian and the English version, the 

Italian version will prevail.
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Letter to the Stakeholders 

Dear Reader,

2013 was heavily conditioned by the effects of a profound economic and 
financial crisis which continued to undermine the economic stability of 
many Italian households and businesses, generating uncertainty and, in 
some cases, social hardship.  

In this context and in keeping with its mutualistic nature, Reale Mutua 
pursued its business activities by adopting a careful and prudent stance 
in order to safeguard its sound equity standing while also looking forward 
and embracing innovation.
 
Over the years and despite the difficulties, there have been numerous 
occasions on which Italian affairs have been closely entwined with those 
of Reale Mutua, which has worked closely with the local community ever 
since it was founded almost 200 years ago. 
Reale Mutua has always looked to “go beyond” the purely economic 
sphere of business, pursuing a vision of value creation and long-term 
sustainable development.

The concept of “intertwining” inspired this Sustainability Report, which contains several new features and 
includes cross-references to the Report on Operations in the Financial Statements, as an important source 
of supplementary information.
 
The structure of the report and presentation of the topics and data have been simplified. It considers other 
aspects of the Company’s performance besides its economic and financial results, focussing on its social 
and environmental achievements which, though intangible and not readily quantifiable, are key elements 
of Reale Mutua’s business strategy: to attain economic growth, but also to generate and distribute value, 
heeding the needs of its stakeholders. 

Iti Mihalich
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Methodological Notes

The Sustainability Report provides a quantitative and qualitative summary of the main environmentally, 
socially and economically sustainable strategies undertaken by the Company. It describes the most 
significant actions aimed at fostering the engagement of and dialogue with its stakeholders.

This document accompanies and supplements the Financial Statements of Reale Mutua with information 
about the Company’s accomplishments in terms of its sustainable policies and practices as at December 
31, 2013. Reference is also made to the other companies within the Group whenever relevant in order to 
interpret the results or the impact of Reale Mutua’s activities1.  

In order to facilitate their comprehension, the Report on Operations and Sustainability Report both 
include specific links and cross-references to corresponding chapters and sections in the other document 
(indicated by symbols as shown in the key). Both documents can be consulted and downloaded from the 
www.realemutua.it website.

The various sections (Identity and Governance, Economic Report, Social Report, Environmental Report) guide 
the reader through a detailed analysis of some the Company’s most significant CSR activities and initiatives.

Key

Link to the 2013 Report on Operations

Link to the www.realemutua.it website 

Link to another part of the document

Glossary

1 In view of the organisational changes that are being made as part of the process to adopt the new G4 Sustainability Reporting Guidelines, 
this Report only deals with some of the most significant aspects of the Company’s social responsibility performance and does not cover all 
of the indicators that were included in previous Sustainability Reports.





Identity and Governance 

-  Identity and values

-  The Reale Mutua Group

-  Governance and the system of controls 

-  The Corporate Social Responsibility Management System

-  Voluntary membership of associations and participation in working groups

-  Definition and choice of topics

1
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Identity and values

Società Reale Mutua di Assicurazioni, Italy’s biggest 
MUTUAL insurer, was founded in Turin in December 
1828.

THE CHARTER OF VALUES*

“To focus on the centrality of MEMBER-POLICYHOLDERS, 
delivering reliable services that meet high standards 
and guaranteeing the continuity and independence of the 
Company, drawing on the unfailing commitment of its 
professionally qualified people”.

Its MISSION originates from 
its MUTUALISTIC nature “The Company respects and upholds its 

values and principles, developing strategies 
to achieve sustainable results, promoting 
a continuous and virtuous cycle of growth 
based on loyalty, interaction and dialogue 
with its stakeholders”. 

*Taken from the Code of Ethics, page 17.

INTEGRITY

We pursue our goals through 
fairness, responsibility, honesty 
and reliability, in accordance 
with the law and the principles 
of professional ethics.

RESPONSIBILITY 

We seek continuity of results, 
taking responsibility for the 
consequences of our actions, 
promoting the optimisation of 
resources and avoiding any 
improper conduct. 

COHESION    

We encourage a high level of 
cooperation within the Company, 
through the effective use of the 
skills of each person and by 
strengthening people’s ability to 
ensure that common objectives 
prevail over personal interests.

INNOVATION 

We adopt innovative behaviour 
models and flexible, tailored 
solutions in order to anticipate 
changes in demand; we believe 
that personal development 
and state-of-the-art processes 
and technology are the keys to 
continuous improvement and 
development of new strategies. 

CENTRALITY OF INDIVIDUALS 

We recognise the centrality of 
individuals in our corporate 
strategies and decisions; we 
acknowledge the contribution 
and foster the growth of each 
and every one, striving to meet 
their expectations and satisfy 
their needs.
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THE CODE OF ETHICS, AN OPERATIONAL TOOL

Why a new CODE OF ETHICS?

• To comply with legal requirements (Italian Legislative Decree 231/2001 
on the administrative liability of legal entities);

• to comply with the Group’s Social Responsibility model, based on ISO 
26000* guidelines, which guarantees the fulfilment of obligations 
towards all stakeholders.

On July 18, 2013 the Board of Directors of Reale 
Mutua adopted the new CODE OF ETHICS (which was 
subsequently adopted by the Boards of each company 
within the Group). The document states the Group’s 
VALUES as PRINCIPLES of CONDUCT in relations with 
the various stakeholders.

Stakeholders are “all those individuals, or groups 
of individuals, who influence or are influenced by 
the Reale Mutua Group, its activities, products or 
services and operating results”.

Group companies have a responsibility to respect 
and consider the interests of all stakeholders, by 
implementing sustainable growth strategies to guide 
their actions with an unwavering commitment to 
social responsibility.

The Code of Ethics is available on the www.realemutua.it website

Reale Mutua produced 
its Code of Ethics 

Reale Seguros 
S.A.

Banca Reale
 S.p.A.

Group Code of Ethic, 
addressing all stakeholders 

2001

2003

2002 2005

2012

2013

The 
 Reale Mutua Group

Italiana Assicurazioni S.p.A.
Blue Assistance S.p.A.
Reale Immobili S.p.A.

Working group set up to conduct 
a review of the Code of Ethics

*Glossary
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THE STRUCTURE OF THE CODE OF ETHICS: A “GUIDE” TO DIRECT THE ACTIONS OF THE 
GROUP AND OF ALL THOSE WHO WORK WITHIN AND WITH IT

COMMUNICATION AND DISSEMINATION OF THE CODE OF ETHICS 

Once the Code of Ethics had been approved and adopted by all Group 
companies, a specific information and communication campaign addressing 
each interested party was launched, aimed at disseminating the values and 
principles contained in the Code and enhancing awareness among stakeholders.

CODE OF ETHICS TRAINING PROGRAM

At Company level, an e-learning course entitled “The Reale Mutua Group’s Code 
of Ethics” was made available to all of the Group’s Italian employees via the 
“Campus” online training platform.
Around 34% of employees completed the course, which ran from November 
2013 until December 31, 2013.

As part of a policy to provide continuous education on aspects of business 
ethics, information and training schemes will continue to address employees 
whose jobs envisage the use of social networks.

Code of Ethics

Introduction

Our values

Dissemination, 
implementation and control

Principles of conduct in relationships with stakeholders

Our values towards stakeholders

All stakeholders may report any facts, events or circumstances which they believe constitute a breach of the 
principles and values set forth in the Code of Ethics, by sending an e-mail to etica@realemutua.it. 
No reports were received during the period between the date on which the Code of Ethics was approved (18 July 
2013) and December 31, 2013 .

Reports of non-compliance with the Code of Ethics 
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Real estate and services

REALE IMMOBILI
S.p.A.

BLUE ASSISTANCE
S.p.A.

(Situation at 31/12/2013)

Data at December 31, 2013

ITALIANA
ASSICURAZIONI

S.p.A.

REALE VIDA
Y PENSIONES

S.A.

REALE SEGUROS
GENERALES

S.A.

SOCIETÁ REALE
MUTUA DI 

ASSICURAZIONI

CAI SEGUROS
GENERALES

S.A.

IGAR S.A. BANCA REALE
S.p.A.

Insurance Banking

The Reale Mutua Group 

Società Reale Mutua di Assicurazioni is the parent of a Group that operates in Italy and Spain, offering 
innovative solutions in the sectors of insurance, banking, real estate and services to individuals and 
businesses.

All Group companies share the values of Reale Mutua: they recognise the central role of member-policyholders 
and customers and respect and pay close attention to the needs of all stakeholders.

THE GROUP IN FIGURES

Economic data are taken from the 2013 
Consolidated Financial statements, available 
on the www.realemutua.it. website.

GROUP 
INCOME: 

€ 94.9 MILLION

3,438,600
INSUREDS 

1,030
AGENCIES

3,035
EMPLOYEES 

(average number)
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Governance and the system of controls

Corporate Governance is the system by which Reale Mutua is directed and managed.

As a mutual insurer, the governance system centres on the role of its delegated members (who represent all 
member-policyholders); they take part in the Meeting of Delegates and some sit on the Board of Directors. 

Distribution of delegates 
nationwide 

As at December 31, 2013, there were 186, delegates. Their distribution in Italy is shown below:

THE MEETING OF DELEGATES

The Meeting of Delegates consists of delegated members who represent all member-policyholders.
Ordinary Meetings are held twice a year, to approve the year-end accounts and budget forecast and 
define the “mutuality benefits”. 
The Meeting elects the Directors and the Chairman of the Board, the Statutory Auditors and the 
Chairman of the Board of Statutory Auditors, and defines their remuneration. 
The Meeting also performs all other duties as required by law.

1

55

4

10

7

1

10

5

1

2

5

4

5

16

12

4

3
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The Board of Directors is the corporate body responsible for resolving on typical 
corporate issues such as the Company’s organisational, administrative and accounting 
structure and its industrial and financial plans.

The Meeting of Delegates of April 21, 2012 approved the renewal of the Company’s Board 
of Directors, which will remain in office for three years, up until the date of the Meeting 
convened to approve the accounts for 2014. 

As Reale Mutua is a mutual insurer, and given that all the Directors are also members with one or more 
insurance policies, they pursue the interests of the Company and represent all of its members, thus fulfilling 
the requirement of independence. 

The responsibilities of the Board of Directors have increased over the last ten years; new legislation has 
imposed more duties upon Directors in order to guarantee greater awareness and participation in the 
decision-making process. 

Considering the variety and complexity of the matters they are required to deal with, the Company envisages 
special training sessions for Board Members, to keep them informed on the topics at issue and enable them 
to engage more actively in the corporate decision-making process.

The Executive Committee is made up of the Chairman and two to four Directors appointed each year pursuant 
to art. 2381 of the Italian Civil Code. It is delegated by the Board to examine and resolve upon individual matters 
of ordinary administration and, exceptionally, on urgent or specific matters of extraordinary administration. 

BOARD OF 
DIRECTORS  

CHAIRMAN
Iti Mihalich*

DIRECTORS

Annibale Avogadro
di Collobiano *

Luigi Guidobono
Cavalchini

Maurizio Baudi
di Selve

Enrico Marenco
di Moriondo *

Mario
Carrara

Carlo
Pavesio

Giovanni
Facchinetti
Pulazzini

Gian Savino
Pene Vidari

Romano
Gianotti

Vittorio Amedeo
Viora

Edoardo
Greppi

Marco
Weigmann *

* Members of the Executive Committee

SECRETARY TO 
THE BOARD OF 

DIRECTORS
Massimo Luviè
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The Board of Directors is also assisted by specific Committees and Commissions set up to verify particular 
aspects of business. These include:

conducts regular sensitivity and risk analyses with regard to securities in the financial and real estate 
portfolios; 

the Group Investment Commission: 

evaluates mutuality benefits prior to their approval by the Meeting; 

the Mutuality Benefits Commission:

offers advice and submits proposals on the system of internal controls and management of risks, including 
those deriving from non-compliance with regulations; 

the Group Internal Control Committee: 

established pursuant to Italian Legislative Decree 231/2001 to monitor the Organisational, Management 
and Control Model and with independent powers of initiative. 

the Supervisory Board:

The Board of Statutory Auditors oversees the management of the Company and must notify the supervisory 
authorities of any action or fact that could constitute irregularities or violation of any regulations governing 
insurance and reinsurance business.

BOARD OF STATUTORY 
AUDITORS

CHAIRMAN

Alessandro Rayneri

SUBSTITUTE AUDITORS

Giuseppe Aldè

Barbara Maria Barreca

STANDING AUDITORS

Edoardo Aschieri

Marco Levis
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The Auditors attend Board Meetings, Meetings of Delegates and of the Executive Committee; they also attend 
meetings of the Group Internal Control Committee, to examine issues relating to the internal control system 
and the results of the activities undertaken by those responsible for its implementation.

The Board of Statutory Auditors also monitors:

• the financial reporting process;
• the efficacy of the internal control, internal auditing and risk management systems;
• auditing of the annual accounts and consolidated financial statements;
• the independence of the external Auditors.

Senior Management is responsible for transposing the strategic guidelines issued by the Board of Directors and 
for converting these into operational actions for subordinate levels of the organisation, with a view to fostering 
efficient management of the Non-life and Life insurance business, the financial and service sectors and the 
Group as a whole. 

The General Manager reports directly to the Board of Directors on all matters, directs and coordinates all 
Company activities, within the limits of the powers delegated to him, with the support of the Deputy General 
Managers and the entire management team.

Senior Management regularly informs the Board of Directors about the main aspects of the management of the 
Company and, for certain highly specialised activities, is assisted by specific staff offices.

At Group level, the Group Management Committee, set up in 2010, coordinates the implementation of Group 
strategies and synergies by the individual companies within the Group and defines their respective scopes of 
operation, autonomy and diversification in order to foster cohesive management. 

THE SYSTEM OF INTERNAL CONTROLS

For Reale Mutua, maintaining an adequate Internal Control System is an indispensible core element of its 
business activities; the system consists of a set of rules, procedures, methods of control and organisational 
structures to ensure correct functioning and performance and to guarantee:

the efficacy and efficiency of Company procedures;

adequate monitoring of risks;

reliability and integrity of accounting and financial data;

safeguarding of the Company’s assets;

compliance with laws, supervisory regulations and internal procedures.
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The culture of control and business integrity are continuously promoted by the Board of Directors and 
implemented by Senior Management through a set of internal rules and procedures, specific actions and 
activities undertaken by specially appointed Company bodies.
This culture has expanded over the last ten years, during which we have seen Internal Audit play 
an increasingly important role (its functions have been governed by law since the late 1990s) and the 
establishment of bodies and departments responsible for controlling specific aspects of business.

The control system is structured on three levels:

third level controls: these are mainly performed by the Internal Audit 
department, which is charged with identifying any anomalous trends, 
violation of procedures and breach of regulations, and with verifying the 
efficacy and efficiency of the overall system of internal controls;

second level controls: these comprise the activities undertaken by 
departments/bodies which operate independently and have the task of 
regularly monitoring trends in the various types of risks and overseeing 
the implementation and adequacy of first level controls (e.g., Risk 
Management, Compliance, Anti-money laundering, Inspectorates, etc.);

first level controls: these are intended to guarantee correct management 
of all activities in order to pursue pre-established objectives; they are 
performed by the organisational structures responsible for the specific 
activities and/or by other functions in the same sector.

Promoting the “culture of control” among employees, especially new recruits, is a key issue for the 
Company: a specific training course is available through the e-learning platform and has been running for 
several years now.

Group Non-life and Non-life 
Performance Audit Actuarial Office

Group Life Business Actuarial Office

Group Claims Inspectorate

Planning and Control

Compliance

Risk Management

Supervisory Board pursuant 
to Leg. Decree 231/2001

Administrative Liability  
of Companies

Senior Management

Board of Statutory Auditors

Board of Directors

Group Internal Control Committee

Anti-money laundering 

TPL Land vehicles and TPL Marine, 
lake and river craft Actuarial Office

Life Business Actuarial Office

Group Administrative Inspectorate

Internal Audit

The following bodies/functions are responsible for controls within the Company and Group:
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More specifically, certain control functions (Internal Audit, Risk Management, Compliance and Anti-money 
laundering) operate independently to ensure the objective monitoring and management of risks.

INTERNAL AUDIT

The task of Internal Audit is to help the Company to pursue its objectives through an approach that generates 
value added by evaluating the control, risk management and corporate governance processes.

It is also responsible for monitoring and appraising the efficacy and efficiency of the System of Internal 
Controls, supporting and advising other Company functions, and for establishing a valid and effective system 
for preventing and detecting fraudulent conduct.

ADMINISTRATIVE LIABILITY OF COMPANIES AND SUPERVISORY BOARD PURSUANT TO 
LEGISLATIVE DECREE 231/2001

The Company adopted its Organisational Model pursuant to Legislative Decree 231/2001 in December 2004, 
when it also set up the Supervisory Board to oversee the operation, efficacy and observance of the Model 
and update this as and when necessary. The Administrative Liability of Companies office, which is part of 
the Internal Audit unit, provides operational support to the Supervisory Board in performing these activities.

Outside the scope of the aforesaid law, as from 2013 the Supervisory Board is also responsible for overseeing 
the correct functioning and application of the Code of Ethics, which the Company adopted on July 18, 2013.

RISK MANAGEMENT

Risk Management assists the Board and Senior Management in defining and constantly aligning strategies 
and the most significant underwriting, assessment and risk management policies, in accordance with capital 
adequacy requirements.
The Company’s risk management philosophy reflects its values, influencing its style of business and affecting 
the way in which the various components of its risk management system are activated (such as, for instance, 
the methods used to identify risks, the type of risks assumed and how these are managed).

The risk assumption and management strategy, directed towards criteria of prudence in keeping with the 
mutualistic nature of Reale Mutua, is based on valuation principles that take into account the significance of 
events and the likelihood of them occurring.

COMPLIANCE

The Compliance function was set up pursuant to ISVAP Regulation No. 20/2008 to define and develop 
control systems and procedures intended to prevent the risk of incurring sanctions, financial losses 
or loss or damage resulting from infringement of regulations or self-regulatory norms and to monitor 
compliance with the rules regarding transparent, correct behaviour towards policyholders and damaged 
parties.

The main task of the Compliance department is to perform ex ante assessments of the adequacy of the 
Company and its internal procedures in order to ensure compliance with regulatory requirements; it also 
verifies the efficacy of corrective measures and, more generally, the Company’s exposure to the risk of 
non-compliance with the law.



2013 SUSTAINABILITY REPORT> 18

ANTI-MONEY LAUNDERING

ISVAP Regulation No. 41/2012 on the organisation, procedures and internal controls aimed at preventing 
the use of insurance companies and insurance brokers for money laundering or terrorism funding activities, 
which came into effect in 2012, introduced some changes to the activities already undertaken by the Anti-
money laundering department.

This department is responsible for overseeing and managing the risk of money laundering and funding 
of terrorism, in order to prevent and counter activities related to these two offences. This is achieved 
through continuous analysis and control of all transactions governed by the aforesaid law and careful 
profiling of the risk in relation to member-policyholders, especially with regard to activities undertaken by 
the agencies.

Further details are provided in the “RISK MANAGEMENT” section of the Report on Operations. 

The Corporate Social Responsibility Management System

As a mutual insurer, Reale Mutua is particularly suited to a management system in accordance with the 
principles of Corporate Social Responsibility (CSR).

In 2013, work continued to implement the Corporate Social Responsibility Model, which is common to 
all companies within the Group. The aim is to guarantee the attainment of results that meet the needs of 
member-policyholders and agents, generate employment, contribute to the advancement of employees 
and the good of the community, with particular attention to environmental issues.

Conceived to meet the requirements of EU directives and the ISO 26000 Guidelines*, the CSR model 
guides the definition of strategies that incorporate the three dimensions of corporate social responsibility 
(economic, social and environmental) and the development of solutions that are shared with stakeholders. 

The 7 core subjects of ISO 26000:

Organisational 
governance

Human rights

The environmentConsumer issues

Fair operating practices

Labour practicesCommunity involvement 
and development

1

2

37

46

5

*Glossary
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Taking into account the fact that the mission, values and principle of mutualism which characterise Reale 
Mutua are already in accordance with the principles of Corporate Social Responsibility, the following Model 
has been adopted to provide guidelines to ensure the sustainability of all corporate activities.

The Model of Corporate Social Responsibility:

The CSR management system is a voluntary process of continuous improvement which not only involves 
the implementation of projects and initiatives, but also structured monitoring, reporting, communication and 
engagement activities.

SOCIAL RESPONSIBILITY IN THE ORGANISATION’S BUSINESS ACTIVITIES

All company departments are committed to maintaining and developing responsible behaviour, in 
accordance with the Code of Ethics; they are also responsible for performing the controls within their 
sphere of competence, for detecting any cases of non-compliance and for reporting these to the competent 
departments and bodies.
The Corporate Social Responsibility unit, which reports to the General Manager, was set up in September 
2012 and collaborates with the various company structures to instil the culture of social responsibility, 
defining policies capable of guaranteeing economic growth while fostering social cohesion. Working with the 
Environmental Management Policies unit, it promotes the protection of the environment, coordinating and 
supporting colleagues engaged in projects and initiatives and monitoring and reporting on the company’s 
sustainability performance. 

The CSR unit is the department of reference as regards the adoption and dissemination of the Code of Ethics.
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Voluntary membership of associations and participation in 
working groups

Reale Mutua continued to take part in working groups and furthered its 
relations with AMICE, the association formed in January 2008 from the merger 
of ACME and AISAM to uphold the interests of mutual insurers and insurance 
cooperatives in Europe. Based in Brussels and with more than 120 members, 
it represents one third of all European insurers.
Reale Mutua has been a member ever since it was founded and sees this as an 
opportunity to interact with other insurers, exchange knowledge and expertise 
and disseminate the values of mutual insurance in Europe.

www.amice-eu.org

In May 2013, the Reale Mutua Group joined CSR Europe, the leading European 
business network for corporate social responsibility which brings together 
around 70 multinational corporations and 37 national organisations; founded 
in 1995 by European business leaders, today it gathers over 5,000 companies 
from all over Europe.
The Group attended the Annual General Meeting of CSR Europe and was 
involved in particular in the “Rethinking Careers” project coordinated in Italy by 
the Fondazione Sodalitas.

www.csreurope.org

In 2010 Reale Mutua became a member of Fondazione Sodalitas, the biggest 
association in Italy engaged in fostering and promoting corporate social 
responsibility, whose members are more than 90 companies committed to 
mainstreaming sustainability into policy-making.
The Company has been an active member of Sodalitas for several years now, 
taking part in projects and working groups on issues including the Charter 
for Equal Opportunities and Equality at Work and the annual Sodalitas Social 
Award.  
In 2013 it strengthened its relationship with the Foundation, exchanging 
experiences, skills and best practices with a view to creating a common pool 
of expertise and commitments in the sphere of corporate social responsibility.

www.sodalitas.it
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In November 2013 Reale Mutua took part in the Carbon Disclosure Project, an 
international, not-for-profit organisation that promotes initiatives to reduce CO

2
 

emissions and improve water management by providing companies and cities 
with a global system to measure, disclose, manage and share vital environmental 
information. 
Reale Mutua, which has been monitoring its CO

2
 emissions for several years, took 

part in the CDP as a means of strengthening its commitment to environmental 
sustainability.

 www.cdp.net

Definition and choice of topics
The sections that follow provide information about initiatives that have generated value added which has been 
distributed amongst Reale Mutua’s closest stakeholders, in consideration of the relevance and significance 
of their contribution to its corporate strategies and their impact on its stakeholders. 

Other issues and topics of economic or institutional importance and those of an extraordinary nature, are 
dealt with through specific disclosures or other forms of communication, by the departments that are 
constantly engaged in maintaining relationships and fostering dialogue with stakeholders. 





Economic report

2
-  Key economic indicators

-  Distribution of value added

-  Mutuality benefits
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Key economic indicators
The indicators provided below measure Reale Mutua’s economic performance as at December 31, 2013.

More information about the Company’s economic and financial results is reported in the annual Financial Statements, 
published on the www.realemutua.it website, to which reference should also be made.

 
2013
(€/K)

2012
(€/K)

Direct business income 1,990,927 1,927,356

Non-motor business 857,217 857,248

Motor TPL 497,119 535,167

Life 636,591 534,941

Indirect business premiums 4,294 3,724

Total premiums 1,995,221 1,931,080

Net result for the year 88,254 157,100

   

Combined Ratio* 94.79% 104.67%

  

Solvency Ratio (Non-life + Life) 462.5% 461.9%

  

Total technical provisions 6,086,805 5,871,356

Non-life 2,537,546 2,618,989

Life 3,549,259 3,252,367

  

Total claims paid to policyholders and damaged parties 1,452,303 1,471,854

Capital investments 6,885,147 6,527,947

*Glossary
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PERCENTAGE COMPOSITION OF DIRECT BUSINESS PREMIUMS WRITTEN – 2013

Non-life business

Life business

Goods transported 0.3%
Health 5.9%
Accident 6.6%
TPL Marine, lake and river craft 0.1%

TPL Land vehicles 36.7%

Fire and natural forces11.7%
Other property damage 14.4%

Non-motor TPL 13.8%

Suretyship 2%

Hulls land vehicles 6.5%
Other Non-life classes 2%

Pension funds 3.2%

Capital redemption 19.2%

Health 0.1%

Human life 71.2%

Investment funds 6.3%
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DISTRIBUTION OF VALUE ADDED
Value added is the value that a company creates through the production and distribution of goods and 
services from the use of capital and labour. It fosters and increases the level of well-being perceived by the 
stakeholders with whom the Company interacts.

In 2013 the Company generated total value added of € 689 million (compared with around € 801 million in 
2012). The breakdown is as follows: 

DISTRIBUTION OF VALUE ADDED

(in thousands of euro)

 
2013 2012

 % CHANGE
 2013/2012

Member-policyholders 6,814 5,147 32.39%

Employees 116,327 111,245 4.57%

State:    

- central government 25,224 88,974 -71.65%

- local government 1,438 1,019 41.12%

Agents and other intermediaries 291,705 279,407 4.40%

External co-workers (suppliers, adjusters, advisers) 158,164 157,137 0.65%

Business system 88,254 157,100 -43.82%

Society 1,213 1,131 7.25%

TOTAL 689,139 801,160  -13.98%

Distribution of value added

Society 0.2%
Business system 12.8%

External co-workers 23%

Member-policyholders 1%

Employees 16.9%

Agents 42.2%

Local and central  

government 3.9%
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Mutuality benefits
Reale Mutua distributes savings for the year not allocated to reserves among its member-policyholders 
in the form of improved policy performance (mutuality benefits, approved each year by the Meeting of 
Delegates), in terms of reductions on premiums for Non-life policies and increased returns on capital 
insured for Life policies.

Over the last ten years Reale Mutua has distributed around € 70 million, for a total of more than 870 thousand 
contracts, as follows:

MUTUALITY BENEFITS (2003-2013)

(in thousands of euro)

 

Policies for agricultural undertakings  20,942

Policies for commercial and other enterprises               7,574

Policies for households             11,224

Life policies             29,850

TOTAL             69,590

In 2013, member-policyholders received mutuality benefits amounting to € 6,815 thousand of which  
€ 2,080 thousand in the Non-life business and € 4,735 thousand in the Life business.

In keeping with its status as a mutual insurer, the Company approved, on an exceptional basis, the payment 
of mutuality benefits for around € 2,428 thousand to the holders of certain Non-life policies covering risks 
in the areas affected by the earthquake that devastated parts of northern Italy in 2012.
For these policies, the Company paid the cost of the premium and member-policyholders were only 
required to pay the policy premium tax.

MUTUALITY BENEFITS – TOTAL BY BUSINESS

(in thousands of euro)

 2011 2012 2013 % CHANGE 13/12

NON-LIFE 3,178 2,841 2,080 -26.8%

LIFE 2,006 2,307 4,735 105.3%

TOTAL 5,184 5,148 6,815 32.4%
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MUTUALITY BENEFITS – NON-LIFE BUSINESS

In 2013 mutuality benefits regarded Fire policies for agricultural risk and mixed risk, with the main premium 
in agricultural risk and “Agrireale” multi-risk policies, in the form of a 10% reduction in the premium, and 
“Casamia” policies, with a reduction amounting to the equivalent of the full price of the gross premium and 
accessories for the complete “Assistance” guarantee.

Mutuality benefits were paid on 40,868 contracts, for a total of around € 2,080 thousand.
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MUTUALITY BENEFITS – NON-LIFE BUSINESS 

In 2013 mutuality benefits were granted to member-policyholders in the form of an extra 0.4% return on 
the “Reale Uno” fund separate management account, 0.5% on the “Capital Reale” separate management 
account, 1% on the “Previdenza Reale” separate management account, 0.1% on the ”Gestireale” separate 
management account, and 0.45% on the “Speciale” separate management account. 

Mutuality benefits regarded 129,139 contracts, for a total of € 4,735,000.  

Member-policyholders entitled to mutuality benefits in 2013 were informed by Reale Mutua, with details 
about what the these consisted of.

In January 2014 the Company launched a press campaign for products associated with mutuality benefits 
(home and savings insurance and the “Agrireale” policy).
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Workforce as at December 31, 2013

WORKFORCE AND BREAKDOWN OF EMPLOYEES BY TYPE OF CONTRACT

 PAYROLL

 TYPE OF CONTRACT

 OPEN-ENDED FIXED TERM STAFF LEASING

 2013 2012 2013 2012 2013 2012

Men 704 683 0 0 3 6

Women 594 578 0 0 5 22

TOTAL 1,298 1,261 0 0 8 28

PERCENTAGE OF EMPLOYEES ON THE PAYROLL BY GENDER

BREAKDOWN OF EMPLOYEES BY TYPE OF CONTRACT (FULL-TIME/PART-TIME) AND 
GENDER

 TYPE OF CONTRACT

 FULL-TIME PART-TIME

 2013 2012 2013 2012

Men 698 677 6 6

Women 484 469 110 109

TOTAL 1,182 1,146 116 115

Women 594

45.8%

Men 704

54.2%



3. SOCIAL REPORT
                                                                                                                             3.1 Employees     

> 33

PERCENTAGE OF EMPLOYEES BY TYPE OF CONTRACT (FULL-TIME/PART-TIME) AND 
GENDER

BREAKDOWN OF EMPLOYEES BY PROFESSIONAL CATEGORY AND GENDER

 PROFESSIONAL CATEGORY

 SENIOR MANAGEMENT MIDDLE MANAGEMENT OFFICE STAFF TOTAL

 2013 2012 2013 2012 2013 2012 2013 2012

Men 38 35 210 205 456 443 704 683

Women 4 5 48 45 542 528 594 578

TOTAL 42 40 258 250 998 971 1,298 1,261

PERCENTAGE OF EMPLOYEES BY PROFESSIONAL CATEGORY AND GENDER

Part-time 116

8.9%
Part-time 6 

0.9%

MEN WOMEN

Part-time 110 

18.5%

Full-time 1,182

91.1%
Full-time 698

99.1%
Full-time 484

81.5%

Office 
staff 998

77%

Middle 
management 258

20%

Senior 
management 38

5%

Senior  
management 4

1%

Middle 
management 48

8%

Office 
staff 542

91%

Office 
staff 456

65%

Senior 
management 42

3%

Middle 
management 210

30%

MEN WOMEN
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BREAKDOWN OF EMPLOYEES BY PROFESSIONAL CATEGORY, AGE GROUP AND GENDER

 PROFESSIONAL CATEGORY - AGE GROUP - GENDER 

 <30 30-50 >50 TOTAL

 MEN WOMEN MEN WOMEN MEN WOMEN MEN WOMEN

Senior  
management - - 26 2 12 2 38 4

Middle 
management - - 129 30 81 18 210 48

Office staff 23 29 306 353 127 160 456 542

TOTAL 23 29 461 385 220 180 704 594

BREAKDOWN OF EMPLOYEES BY PROTECTED CATEGORY

 PROTECTED CATEGORIES

 2013 2012

Men 26 25

Women 41 38

TOTAL 67 63

Selection and turnover 

Selection and recruitment are performed according to principles of fairness and impartiality.

Reale Mutua resorts to the use of fixed-term staff leasing arrangements when it has a temporary need for 
resources, on technical grounds or for production, organisation or replacement purposes.

48 people were hired in 2013, most of whom were aged between 30 and 50 years; 
of these, 13 had previously worked for the Company under a fixed-term staff leasing 
arrangement

In 2013, seven of the 48 employees hired under an open-ended contract were enrolled on apprenticeship 
training courses. Reale Mutua recognises the importance of this form of contract for training young people 
and fostering their employment.

10 people left the company in 2013.
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 NEW-HIRES BY GENDER LEAVERS BY GENDER

 2013 2012 2013 2012

Men 26 17 5 10

Women 22 23 5 14

TOTAL 48 40 10 24

NEW-HIRES BY AGE GROUP AND GENDER

 < 30 30-50 > 50 TOTAL

 2013 2012 2013 2012 2013 2012 2013 2012

Men 12 6 14 15 0 0 26 21

Women 11 6 10 20 1 0 22 26

TOTAL 23 12 24 35 1 0 48 47

PERCENTAGE OF NEW-HIRES BY AGE GROUP AND GENDER

Women Men

60

45

30

15

0
<30 30-50 >50

50%

46.2% 45.5%

53.8%

4.5%
0%
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LEAVERS BY AGE GROUP AND GENDER

 < 30 30-50 > 50 TOTAL

 2013 2012 2013 2012 2013 2012 2013 2012

Men 0 1 1 4 4 5 5 10

Women 0 0 0 2 5 12 5 14

TOTAL 0 1 1 6 9 17 10 24

PERCENTAGE OF LEAVERS BY AGE GROUP AND GENDER

EMPLOYEES BY LENGTH OF SERVICE AND GENDER

WORKFORCE BY LENGTH OF SERVICE

 < 3 3-10 11-20 > 20 TOTAL

 2013 2012 2013 2012 2013 2012 2013 2012 2013 2012

Men 51 51 213 210 130 151 310 271 704 683

Women 56 75 217 197 77 86 244 220 594 578

TOTAL 107 126 430 407 207 237 554 491 1,298 1,261

The employee 
turnover   
rate was  

4.14%.

100

75

50

25

0
<30 30-50 >50

100%

80%

0%0% 0% 0%

20%

Women Men
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PERCENTAGE OF EMPLOYEES BY LENGTH OF SERVICE AND GENDER

40

30

20

10

0
<3 3-10 11-20 >20

13.0%

7.5%

34.1%

30.7%

14.9%

22.1%

39.7%
38.1%

Women Men

 Employee management and development

TRENDS IN PROMOTION OF EMPLOYEES BY GENDER

 2009 2010 2011 2012 2013

Men 56 60 50 39 47

Women 31 42 54 37 51

65.0%

70.0%

60.0%

55.0%

50.0%

45.0%

40.0%

35.0%

30.0%

64.4%

58.8%

51.9% 51.3% 52.0%

35.6%

41.2%

48.1% 48.7% 48.0%
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DEVELOPMENT AND ENHANCEMENT OF HUMAN RESOURCES

The strategic “Activity Based Management” project was launched in 2013.

THE “2.0 GENERATIONAL MODEL”

The changes taking place in the workplace, employment laws and socio-demographics have made it 
necessary for companies to adopt new strategies for managing their human resources.

According to ISTAT, in 2050 one in three people in Italy will be more than 65 years old (compared with one in 
ten in the 1950s) and this will be the first country to have a population with more over-65s than under-15s. 
Furthermore, the newly-reformed welfare system will result in a gradual reduction in the number of people 
leaving due to retirement, which will affect turnover and widen the generational gap within the company.

A balanced approach to Age Diversity, fostering the integration of employees 
of different ages into the organisation, has become a central aspect of 
corporate office culture. Moving in this direction, the Reale Mutua Group has 
embarked on a process of gathering detailed and structured information 
about all of its employees, combining the use of conventional human resource 
management tools with an analysis of areas of engagement, motivation and 
“desires, needs and expectations”.  

AIMS:

• to manage and enhance the Human Capital 
(to get “the best out of everyone”);

• to foster a system of pay and progression 
linked to performance;

• to guarantee efficiency and fairness;

• to define a new “2.0 generational model” to 
manage age diversity in the workplace;

• to develop the leadership style to make the 
person in charge a key factor in increasing 
efficiency and commitment.

STRATEGIC OBJECTIVES:

• to build a sense of belonging;

• to focus leadership on the development of 
individuals, efficiency and the commitment of 
everyone; 

• to guarantee the constant desire to attain  
positive results;

• to manage the gradual ageing of the population and 
foster the development of a new way of thinking;

• to guarantee efficiency and fairness.
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The aim is to identify “the strengths of each individual” and help people to build and preserve their 
employability so that their professional skills continue to be spendable. The “2.0 Generational Model” deals 
with the issue of Age Diversity, recognising and building on the differences between the four generations in 
the Group’s workforce (Gen Y, Gen X, Baby Boomers, Over-55s), in order to foster their integration. 

Two pilot schemes were implemented in 2013, “Risorse Umane Incontra i Rischi Speciali” 
and “Jazz at Work”, in which colleagues of different ages worked on the generation of 
value that can originate from within heterogeneous groups of workers.

In the same field, the “Planetario di Infini*TO” planetarium in the town of Pino Torinese was the venue for 
a workshop entitled “Generazioni senza Frontiere (Generations without Frontiers) – The Engagement”; 
the aim of the initiative, which involved all employees in the youngest generation, namely Gen Y (aged < 31 
years), and some in the Over-55s group who interact in the same areas, was to help the two generations get 
to know more about each other and develop good cross-generational practices.
The scheme allowed us to define potential areas of intervention and obtain ideas about how to foster 
interaction across the generations (tutoring, mentoring and reverse mentoring). 

Age is therefore a central factor when planning specific development and training courses aimed at 
enhancing individual skills and the “transferability” of know how, with a view to promoting and supporting 
life long employability.

Academy: the corporate training school
Academy, the training school for employees of the Reale Mutua Group, continued to 
review and update its training plans to guarantee consistency with the Company’s 
business strategies and cultivate employees’ professional growth.

In 2013 Academy focused its activities on two issues in particular:

customers and competitivity

helping people achieve their best
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CUSTOMERS AND 
COMPETITIVITY

HELPING PEOPLE 
ACHIEVE THEIR BEST

Applied customer 
centrality: 

200 employees were involved 
in testing new technologies and 
new CSR tools.

The agent is our first customer: 

staff from the head office gained 
hands-on experience of work 
at the agencies, to strengthen 
partnerships and improve the 
service.

Insurance scenarios  
and competition: 

for Middle Management and Pro-
fessionals, this course analysed 
the current situation in terms of 
competition and encouraged dis-
cussions about changing scenarios.

Looking forward:

a cycle of meetings for Senior 
Management, as an opportuni-
ty to exchange know-how and 
best practices with experts and 
authoritative guests.

Marketing Excellence 
Program:

for employees in the marketing 
department, to learn about best 
practices in other companies 
and encourage the exchange of 
ideas within the Company. 

Faculty:

supports, cultivates and monitors 
the excellence of the Group’s core 
skills, in order to guarantee their 
continuity and improvement.

Workshops:

activities to develop meta-abilities by 
gaining hands-on experience, with the 
specific focus on the individual.

-Public speaking;
-incisive feedback;
-presentation skills.

We are the job we do:

raining course for those who work in 
the Claims Handling department and at 
the Claims Settlement offices located 
around the country to learn more about 
the activities undertaken by other units.

“Over 55”:

project aimed at fostering 
integration between the 
youngest employees and their 
more experienced colleagues.
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The total number of employees at Reale Mutua and total and average hours of training in 2013 are shown 
in the tables below.

PROFESSIONAL 
CATEGORY

EMPLOYEES AVERAGE HOURS OF TRAINING

WOMEN MEN TOTAL WOMEN MEN TOTAL

Office staff 526 462 988 25.2 33.0 28.9

Middle Manage-
ment/Supervisors

44 181 225 32.8 34.5 34.2

Senior 
management 4 33 37 29.5 28.0 28.2

TOTAL 574 676 1,250 25.8 33.2 29.8

 HOURS OF TRAINING

TOPIC
OFFICE STAFF MIDDLE MANAGEMENT/SUPERVISORS SENIOR MANAGEMENT

WOMEN MEN WOMEN MEN WOMEN MEN

Managerial 5,812 8,264.5 775.5 2,874.5 45 256

Technical 5,709.2 5,102.5 464.25 2,440 57 433.5

Legislation 1,727 1,780 178 900 11 95

Foreign 
language

13.5 97.5 27 34.5 5 139.5

TOTAL 13,261.7 15,244.5 1,444.7 6,249 118 924

 HOURS OF TRAINING

TYPE OF 
TRAINING

OFFICE STAFF MIDDLE MANAGEMENT/SUPERVISORS SENIOR MANAGEMENT

WOMEN MEN WOMEN MEN WOMEN MEN

In-company 
classroom 10,180.5 12,145.5 1,125.5 5,183.5 65 476

External 
classroom 1,076.5 1,465 163.5 350.5 41 391.5

Online 2,004.7 1,634 155.7 715 12 56.5

TOTAL 13,261.7 15,244.5 1,444.7 6,249 118 924
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Equal Opportunities and Work-Life Balance 

GEA – (NETWORK OF EQUAL OPPORTUNITIES COMMITTEES)

GEA, the Reale Mutua Group’s network of Equal Opportunities Committees, set up in 2012, along with 
the Group’s Italian companies and their respective TU representatives, has adhered to the “Family-work 
reconciliation project” on policies to foster integrated reconciliation and support for working parents.

The project was developed and promoted by GEA as part of the Group’s long-term commitment to pursuing 
family-friendly policies. It offers practical solutions to facilitate reconciliation on the basis of data that 
emerged from the questionnaire that was first distributed to all employees by the Reale Mutua Equal 
Opportunities Committee and then shared by all of the Group’s Equal Opportunities Committees.

Starting from 2014, the issue of flexible working hours will be included in the national collective agreements 
when renewed.

“GOOD PRACTICES” FOR RECONCILIATION - PIEDMONT REGIONAL COUNCIL PROJECT

Reale Mutua has been chosen by the Councillors for Equal Opportunities for Piedmont to take part in a 
project aimed at highlighting positive actions as regards reconciliation and gender equality. 

Data regarding the number of employees, their breakdown by gender, age, family commitments, career 
advancement and distance from home to work were therefore re-analysed and a map was drawn up, 
according to guidelines provided by the Equal Opportunities Councillors, of the reconciliation actions and 
tools implemented by the Company in terms of organisation and working hours, the presence of bodies and 
structures to guarantee equal opportunities and forms of support.

The project, which was presented to the Equal Opportunities Committee and TU representatives, was an 
opportunity to assess and publicise the Company’s family-friendly policies and to exchange ideas and 
opinions and share good practices with other companies.

The aim of the project is to:

• develop positive actions to improve organisational well-being and sustainability, in line with the principles 
set forth in the “Charter for Equal Opportunities and Equality at Work”; 

 • facilitate the continuing professional development of women and men who are also parents;

 • consolidate the positive effects of measures already implemented.

The actions include:

• childcare services (nursery, professional baby-sitting, vouchers, etc.); of these, a day nursery for children 
aged from one to three years and a child-minding facility at the nursery for infants aged from three to 12 
months have already been set up (for employees based in Turin; those who work elsewhere are entitled 
to a contribution towards nursery fees);

• reconciliation services: family-friendly policies and initiatives and support schemes for parents.
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NURSERY AND CHILD-MINDING FACILITY “MANINE COLORATE”

A day-nursery service was launched in October 2012 for all Reale Mutua and Group employees with children 
aged between one and three years.
 
For employees based in Turin, the nursery is housed in an existing facility located very close to the Company’s 
head office. The bright, spacious rooms, all on the ground floor, have been renovated to satisfy specific 
educational and architectural needs and meet stringent safety requirements. Reale Mutua contributed to 
the cost of furnishing the facility. 

The nursery has long and flexible opening times to meet the requirements of parents. Reale Mutua and the 
other companies within the Group make a contribution so that parents pay a reduced fee for the service.
Since the nursery is in an area of the city centre where traffic restrictions are in place, the Company also 
refunds the cost of the necessary vehicle permits so that parents can drive their children to the nursery.

For employees who work outside Turin, the employer pays a monthly contribution for the equivalent of 25% 
of the cost actually sustained for the child to attend a day nursery. 

In May 2013 a child-minding facility was also set up at the nursery, for 
infants aged from three to 12 months.

The service is provided in specially equipped rooms in the same building as the day nursery, in a cosy 
apartment, specifically chosen and furnished with infants of this age in mind, to create a family-like 
environment that makes it easier for infants to overcome the first important separation from their parents 
and where they can be cared for in a setting that is more intimate than the traditional nursery.
Special attention is paid to the relationship between parents and carers to try to provide continuity between 
nursery and life at home.
Opening times can be personalised to suit the needs of mothers returning to work who still have the right 
to time off for breastfeeding.

“KIDS AT THE OFFICE WITH MUM AND DAD”

In 2013, for the second year running, Reale Mutua took part in the “Kids at the office 
with Mum and Dad” event sponsored by the “Corriere della Sera” newspaper. The 
project was extended to include all of the Group’s Italian companies.
After visiting the offices where their parents work, entertainment was put on in the 
canteen for children visiting offices at the headquarters in Turin and in a room set 
up especially for the occasion for those at the Milan office.

The theme of the children’s entertainment was environmental sustainability. They were 
encouraged to reflect on how acting responsibly and sustainably in our everyday lives 
can benefit everyone.
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Services and initiatives for employees

SUSTAINABLE MOBILITY AND BIKE SHARING

In 2013 Reale Mutua continued to encourage the use of low environmental impact forms of transport 
instead of cars to commute to work. 

As far as sustainable mobility is concerned, in April 2013 the Company signed an 
agreement with TU representatives to refund 40% of the cost of the annual, individual 
public transport passes purchased by employees working at the Company’s Turin offices, 
despite receiving no public funding to support the initiative.

YEAR* 2013 2012

Number of co-financed annual public transport season tickets 329 322

Increase in the year (%) 2% -

*The figures shown in the table refer to the calendar year and not to the year calculated on the basis of the starting date of the initiative, as 
was previously the case.

The terms and conditions for obtaining refunds on individual public transport passes will be revised when 
the complementary agreement is renewed, also with regard to employees who work outside Turin, and the 
methods and timing of application.

As for the bike sharing scheme, the Company refunded the cost 
of the season ticket for 2013 to employees who already held the 
annual “TO Bike” season ticket (having already taken part in the 
scheme in 2012). Those who said they were interested in the 
scheme were offered the annual season ticket free of charge.

54 employees took part in the scheme in 2013, 20 season tickets were replaced and 113 renewed.

46% of the workforce answered the questionnaire and the information obtained was used to draw up 
the 2013 home-work travel plan, which was delivered to the Turin Provincial and Municipal Councils in 
December.  

Recognising the increasing importance of addressing environmental issues, in October 
2013 the Company published a questionnaire on sustainable mobility on its intranet 
portal. The aim was to find out how employees travel to work, to assess the vicinity 
of their workplace to the public transport network and quantify the CO

2
 emissions 

produced, in order to find solutions that reduce the use of private transport in favour of 
collective and more environmentally sustainable means. 
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ISSIM – PERSONAL ASSISTANCE

The “ISSIM” scheme, which offers specialist support for employees having to deal with problems at home 
or within the family, continued to be offered free of charge to all Group employees based in Turin and Milan.

The service is provided by an external organisation, through qualified professionals, (social workers, psychologists 
and psychotherapists) who offer advice on health matters (problems following an injury or ill-health, psychological 
or mental illness and addiction) and social issues (children, the elderly or disabled in need).

In 2013 the service was used more by men (60%) than by women (40%); office staff accounted for the majority 
of users, with management/executives representing just 10%. The breakdown of areas of intervention is as 
follows:

Internal communications

On the internal communications front, five numbers of the “Notizie Gruppo Reale” newsletter 
were published. These were made available to Group employees on intranet and printed on 
FSC paper for agents and their co-workers.
The traditional “Communication Meetings” were held in October. All employees from the 
Group’s Italian companies attended the event, which was held over three days in Milan and 
Turin, during which the General Manager reported on the objectives achieved and future goals. 

A series of focus group meetings were held in January 2013. These involved 32 employees 
selected to represent all Group companies and all departments at Reale Mutua. They assessed the communication 
tools and initiatives used by their colleagues, defining their strengths, weaknesses and efficacy, and put forward 
proposals for possible future improvements. The meetings pinpointed a number of innovative aspects and 
confirmed the relevance of others that had already been identified. 
The first outcomes have contributed to the development of a new format for the Notizie Gruppo Reale house 
organ and the establishment of priorities for changes to other corporate communication tools, first and foremost 
the intranet portal.

A second area of analysis regarded the Communication Meetings, the Group’s annual convention. A survey 
was conducted on the intranet and, for the first time, colleagues were asked for their opinions. Questions 
focused on organisation, logistics, content, attainment of communication objectives. 1,073 colleagues took 
part in the survey, which received a response rate of more than 50%. The survey revealed overall satisfaction 
with the event, and suggestions for further improvements, which will affect the concept and organisation of 
the 2014 edition.

Health 

60%

Personal

40%

1H2013

Health 

20%
Personal 

80%

2H2013
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Our member-policyholders
As at December 31, 2013, Reale Mutua had some 1,390,000 member-policyholders.

BREAKDOWN OF MEMBER-POLICYHOLDERS

Legal entities 

18.24%

Individuals 

81.76%

The greatest concentration of member-policyholders was in the North West of Italy (42%). 

18-29 years  

5% 

Over 60 years

47%

30-50 years

30% 

51-60 years 

18%

 2013 2012

Member-policyholders Member-policyholders

Individuals 1,137,941 1,134,533

Legal entities 253,811 245,385

TOTAL 1,391,752 1,379,918

NUMBER OF MEMBER-POLICYHOLDERS

The average age of member-policyholders was 54, and 47% were aged over 60.

AGE RANGE DISTRIBUTION BY GEOGRAPHICAL AREA

Southern Italy and Italian Islands 

23%

Central Italy

14%
North East of Italy 

21%

North West of Italy

42%
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The loyalty rate continued 
to be high: 50% of 
member-policyholders 
had been with Reale 
Mutua for more than 10 
years and 8% for longer 
than 25 years.

Cross selling rate*:

1.77
Average number of guarantees:

3.2
per insurance product

*Glossary

More than 25 years 

8%

10-15 years

15%

16-25 years 

27%

0-9 years 

50%

BREAKDOWN OF MEMBER-POLICYHOLDERS 
BY NUMBER OF YEARS WITH THE COMPANY

BREAKDOWN OF MEMBER-POLICYHOLDERS  
BY BUSINESS

 2013 2012

Motor business 919,654 910,394

Non-motor Non-life business 833,241 828,054

Life business 156,937 134,357

TOTAL 1,909,832 1,872,805

The breakdown of member-policyholders by area of business is shown below:

Life 

8%

Non-motor Non-life 

44%

Motor 

48%
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The portfolio and product offering

Reale Mutua’s insurance business is founded on the desire to generate value added for its member-
policyholders, in terms of the quality of its guarantees and services, and to support them in the event of 
damage or loss, in keeping with its mutual status.

The Company offers an extensive range of Life and Non-life products to meet the insurance requirements of 
individuals, families and businesses. 

As at December 31, 2013, there were 2,474,893 policies in the portfolio, an increase on 2012.

 2013 2012

policies for individuals 1,909,525 1,870,787

policies for legal entities 550,182 524,491

policies not classified as for individuals or legal entities (other) 15,186 18,400

TOTAL 2,474,893 2,413,678

Other 

1%

Non-motor Non-life 

45%

Motor 

47%

Policies for legal entities 

22%

Policies for individuals 

77%

BREAKDOWN OF POLICIES BY LINE  
OF BUSINESS

NUMBER OF POLICIES

Life

8%
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LIFE BUSINESS AND PENSIONS

Life insurance is an important part of Reale Mutua’s business in that it supports member-policyholders by 
offering security now and pension schemes for the future, at a time of crisis in the state welfare system.

Therefore, within the scope of activities under the Group’s strategic welfare project, the Company supported 
the fourth edition of the “Il più bel lavoro del Mondo” contest, organised by “Make a Change”, the first 
Italian organisation set up to promote the values of social business. Founded in 2009 as a not-for-profit 
association, “Make a Change” is both a movement and a professional organisation, made up of different 
people who operate in various sectors according to the principles of ethical business. 

The main aspects of the portfolio are illustrated below. The information refers to ordinary Life policies in 
force as at December 31, 2013, broken down by geographical area, age and gender.

BREAKDOWN OF LIFE POLICYHOLDERS 
BY GEOGRAPHICAL AREA

BREAKDOWN OF LIFE POLICYHOLDERS  
BY GENDER

BREAKDOWN OF LIFE POLICYHOLDERS  
BY AGE

Southern Italy 

21%

Central Italy 

16%

Northern Italy 

63%

Men 

61%
Women 

39%

>71 years

6%
<30 years 

8%

51-60 years

22%

61-70 years

9%

31-40 years 

22%

41-50 years  

33%
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*(Example of calculation considering a 30-year-old male company employee, with a stable professional position and expected to retire at the 

age of 69).

Breakdown of subscribers to the Teseo Open-Ended Pension Fund as at December 31, 2013 by geographical 
region:  

The development of new products continued in both the Non-life and Life businesses in order to enrich 
the product catalogue and gear the offering to member-policyholders’ requirements, always giving due 
consideration to profitability. 

Further information about new Non-life and Life products can be found in the “NON-LIFE INSURANCE OPERATIONS” and 
“LIFE INSURANCE OPERATIONS” sections of the Report on Operations.

SUPPLEMENTARY PENSION SCHEMES AND THE TESEO OPEN-ENDED PENSION FUND  

The Company, which manages the Teseo open-ended pension fund and the Cento Stelle Reale and Taxplan 
individual pension plans, has launched a tool on its website that allows people to calculate their state pension 
and the difference between it and their estimated gross annual income at the time they retire, based on their 
expected career path. 

The service was conceived to allow members to estimate their expected retirement income and so decide 
upon the most appropriate method of investment.

Southern Italy 

24%

Central Italy 

13%

Northern Italy 

63%

 

Monthly income  
€ 1,596.23
calculated on the basis of 13 
monthly salaries

 

Monthly pension 
€ 1,527.15

 

Gap to fill 
€ 69.08 

ONCE RETIREDWHILE WORKING

96%

100%

4%
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Settlement of claims

Claims settlement is a crucial moment in the Company’s relationship with its member-policyholders and 
other damaged parties, in which it is called upon to meet the expectations of those who have been the 
victims of an unfortunate event.

Over 490 resources work in the Group Claims Handling department, settling the claims of Reale Mutua 
and the Italiana Assicurazioni subsidiary.

The department’s main objectives are the settlement of claims in accordance with 
the relative contractual terms and ensuring member-policyholder satisfaction, cost 
efficiency, speeding up settlement times, monitoring and ensuring correct application 
of corporate procedures.

The Group Claims Handling department is assisted by 45 Claims Settlement offices located throughout 
Italy and grouped into five territorial areas, which member-policyholders may contact for information 
about the handling and settlement of claims. It can also count on a network of professionally qualified 
contracted service providers who act on behalf of the Company and are selected on the basis of their 
professional qualifications, relational skills and ethical conduct and have the task of estimating the value 
of the loss or damage incurred.

Information about the claims experience during 2013, in terms of sums paid, number of claims reported and the 
loss ratio for the year and for the main business lines, and about settlement times can be found in the “NON-LIFE 
INSURANCE OPERATIONS” section of the Report on Operations. 

342
 lawyers

240 
medical examiners

291
adjusters in the Motor business

216 
adjusters in the  
Non-motor business

164 
appraisers

1,600 
approved repair shops

The network of contracted service providers:

MASS CLAIMS  

Mass claims settlement involves payments of small amounts and the use of processes that are mainly 
managed industrially. 

IMMEDIATE SETTLEMENT

The Immediate Settlement service, which has been available for several years in the 
Motor TPL and Global buildings sectors, offers fast, direct indemnification for loss or 
damage incurred by member-policyholders or other third parties.
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The table below shows the results of immediate settlement of claims for 2013 in the two lines of business.

CLAIMS SETTLED IMMEDIATELY 
(NET OF CLAIMS WITHOUT FOLLOW-UP)

Business
Claims 

handled
Claims 

paid
% of claims 

paid

MOTOR TPL 27,760 24,468 89.4%

GLOBAL BUILDINGS 53,280 33,177 73.0%

TOTAL 81,040 57,645 79.1%

Payment time is the average settlement period under the Immediate Settlement procedure, meaning the 
number of days between the date on which the adjuster is appointed until the date of payment.

COMPLEX CLAIMS

Complex claims concern loss or damage of a particularly serious nature in terms of their value, given their 
huge financial impact.

The table below shows data for 2013 relating to the types of claims handled. Though not particularly 
numerous, they have a significant financial impact.

Number 
of claims

Amount
 reserved*

Amount paid 
(total+partial)

Average cost 
of payment

Motor TPL-Non-motor TPL 3,735 681,868,095 155,514,357 285,347

Professional categories 6,222 110,635,174 11,771,907 5,209

Welfare (accident-health) 912 23,205,604 17,276,581 71,391

Property (theft-fire) 6,011 135,610,233 108,590,847 53,493

Guarantee fund 5,586 37,487,019 9,084,487 10,675

INI 78 776,839 78,812 8,757

*Amount reserved refers to sums set aside to pay claims not settled as at December 31, 2013.

Business 2013 2012

MOTOR TPL 15 15

GLOBAL BUILDINGS 46 44

PAYMENT TIME IN DAYS
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FRAUD PREVENTION

Anti-fraud activities are directed towards countering, preventing and eliminating fraud in any of the 
Company’s insurance activities.

In 2013 Reale Mutua reported a total of 490 cases of fraud involving 663 claims across 
all lines of business. Of these, 406 regarded 464 claims in the Motor TPL sector.  

The Company reported 129 cases of document fraud, five of which relating to suretyship policies.

The total number of lawsuits filed by Reale Mutua in 2013 amounted to 619.

SETTLEMENT ACTIVITIES - LIFE BUSINESS

In the Life business, settlement is a delicate moment in which the Company is called upon to fulfil its 
contractual obligations, but also to meet its member-policyholders’ financial needs arising from a planned 
or unexpected event in their life.

Details of amounts paid in 2013 are provided in the “LIFE INSURANCE OPERATIONS” section of the Report on Operations.

Relations and communications  

In addressing the issue of “customer centrality” the Company proceeded with the implementation of a 
central register application integrated with the various management systems, to handle customers’ 
personal details. The project involved taking a census of all insureds, replacing the previous infrastructure 
and incorporating all the applications used by the agencies to issue policies and settle claims into the 
new central register. This means that members can now enter the reserved area of the website to access 
details about their insurance policies (in a similar way to internet banking ). This area has been overhauled 
in accordance with the requirements of the IVASS regulation on Home Insurance.

New policyholders and those who have been with the Company for at least ten years received personalised 
communications, as part of the policy to foster relations with members. 
 
With the launching of the Home Insurance system, the Company contacted all clients with policies in the 
Non-motor sector only, inviting them to use the reserved area to check their insurance position. The “Reale 
1828” loyalty scheme continued to target the most loyal and high-value policyholders, with activities aimed 
at increasing the number of subscribers and opportunities for interaction via the reserved area. 

Of some 35,000 registered users, 13,000 are members who have subscribed to the “Reale 1828” scheme. 

The www.realemutua.it website was viewed more than 954,000 times in 2013 and attracted some 576,000 unique 
visitors. This represents a 35% increase on the previous year, due to the more prominent listing in online search 
engines as well as the availability of new contents and interactive tools.
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The “Realmente Protetti” scheme launched in 2012 continued, 
through advertising campaigns and an online platform (www.
realmenteprotetti.it). It underlines the importance of protection, in 
terms of covering everyday risks, through video-tutorials, guides 
and advice, which were also conveyed through the main social 
networks, such as Facebook, Twitter and YouTube.

Lastly, in view of the increasing demand for access to the web using mobile 
devices, a second app for smartphones and tablets is now available to Fullbox 
Reale policyholders. This offers a broad range of services, such as detection of 
driving patterns, location tracking, speeding alerts and traffic updates. 

Customer satisfaction and complaint handling  

CUSTOMER SATISFACTION

From time to time the Company conducts customer satisfaction surveys to measure policyholders’ 
satisfaction with the Company and its agencies during all stages of the insurance relationship. 

 
The last survey revealed that the Company ranks above average for overall satisfaction 
(93% of member-policyholders stated that they were satisfied), mainly in terms of the 
relationship with and proximity of agents (key elements which influence satisfaction); 
taking out and renewing a policy are also very important moments in terms of 
customer satisfaction, as are the various stages in the claims handling process, when 
policyholders can judge the service provided.

The analysis of Reale Mutua’s corporate image factors revealed that the Company stands out for values 
such as correctness, transparency and reliability. Other positive factors that emerged are its extensive 
network of agencies, the product offering, its values as a mutual insurer and its awareness and support of 
social issues. 

THE “BUONGIORNO REALE” CUSTOMER SERVICE

The “Buongiorno Reale” Customer Service, managed by the Blue Assistance S.p.A. subsidiary, provides 
information to member-policyholders, and indeed to anyone else who wishes to contact Reale Mutua, 
about products and services or the nearest agencies and approved service providers. 
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54,136
queries

handled

(56,250 in 2012)

Immediate Response  

in 90% of cases

Member-policyholders  

accounted for 70%
of all contacts

Reale 1828 

2.4%
Reale 1828 

0.5%

Claims 

42.7%
Claims 

56.3%

General   
information

24.3%

General    
information 

12.6%Policies 

30.6%
Policies 

30.6%

2013 2012

Other 

0.1%
Other 

0.1%E-mail 

18%
E-mail 

17.1%
Mail 

1.8%
Mail 

3.6%

Phone 

80.1%
Phone 

79.2%

2013 2012

PERCENTAGE OF CONTACTS BY TYPE OF INFORMATION

PERCENTAGE OF CONTACTS BY CHANNEL

The facility has evolved over the years and the freephone service, available on 800 320 320 from 8:00 
am to 8:00 pm, from Monday to Saturday, has gradually been upgraded and is now available via e-mail 
(buongiornoreale@realemutua.it), as well as via traditional mail.
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up to 25 years  

1.2%
up to 25 years 

2.7%

36-55 years 

51%
36-55 years 

51.1%

over 55 years  

36.5%
over 55 years 

30.3%
26-35 years 

11.3% 26-35 years 

15.9%

2013 2012

Mediated solution with referral 

3.5%
Mediated solution with referral  

3.7%

2013 2012

Mediated solution 
with recall 

13.1% Mediated solution 
with recall  

6.3%
Immediate 

solution

83.4%

Immediate 
solution

90%

COMPLAINT HANDLING

The satisfaction of member-policyholders is also achieved by dealing efficiently with complaints, based 
on information provided spontaneously to the Customer Services department, and conducting a careful 
analysis of the reasons.

PERCENTAGE OF CONTACTS BY AGE

PERCENTAGE OF CONTACTS BY TYPE OF SOLUTION

In 2013 Reale Mutua received and processed 1,563 complaints, in accordance 
with ISVAP (now IVASS) Regulation No. 24/2008. This represents a 5.5% increase 
on the previous year.
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The average response time was 19 days, two days longer than in 2012, due to the introduction of a new IT 
platform, which affected handling times. 

COMPLAINTS IN WRITING

2013 2012 2011

Number of complaints 1,563 1,481 1,369

Average response time in days 19 17 20

PERCENTAGE OF COMPLAINTS BY BUSINESS AREA 

The breakdown of complaints by business area changed compared with the previous year: although a 
significant proportion of complaints still regard the Motor sector, it’s weight continued to decrease, having 
fallen from 65.9% in 2011 to 59.6% in 2012 and then 56% in 2013.

On the other hand, the proportion of complaints in the Non-motor sector continued to rise (from 31.5% in 
2011 to 37.7% in 2012 and 41% in 2013), owing to grievances concerning the self-employed and healthcare 
professions. The proportion of complaints in the Life business was practically unchanged, with their number 
increasing very slightly.

70.0

60.0

50.0

40.0

30.0

20.0

10.0

0.0

Non-Motor Life

2011 2012 2013
65.9%

59.6%

31.5%
37.7%

2.6% 2.7% 3.0%

41.0%

56.0%

Motor
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PERCENTAGE OF COMPLAINTS BY COMPANY AREA

The majority of complaints were related to the settlement of claims, especially settlement times and the 
amount of compensation paid.

70%

80%

90%

100%

60%

50%

40%

30%

20%

10%

0%

2011 2012 2013

Settlement Underwriting Sales Other

71.6% 72.5% 73.1%

11.1% 12.3% 13.9%11.1%
9.4% 9.7%6.2% 5.9% 3.3%

It comprises three leading jurists, who guarantee the independence and prestige of the service:
 
• Gustavo Zagrebelsky, Chairman of the Commission, Honorary Chairman of the Italian 

Constitutional Court, Professor of Constitutional Law at Turin University, Member of the Italian 
Accademia dei Lincei;

• Mario Garavelli, Honorary Co-Chairman of the Italian Court of Cassation;
• Carlo Luda di Cortemiglia, Honorary Co-Chairman of the Italian Court of Cassation.

While member-policyholders may reject the 
Ombudsman’s decision if they disagree, such 
decisions are always binding on the Company.

Policyholders’ Ombudsman
The Policyholders’ Ombudsman is an independent body that was set up by Reale Mutua in 1995 to 
safeguard members’ rights. It is the only one of its kind on the Italian insurance market.

• There is no cost for insureds: the procedure is 
absolutely free of charge;

• there are no formal procedures: applications 
must be made in writing and sent, with the 
request and any supporting evidence, together 
with the relevant documents, to the Policyholders’ 
Ombudsman in Via Arcivescovado 1, 10121 Turin, 
Italy; 

• appeals may also be sent by e-mail to: 
commissione.garanziaassicurato@realemutua.it

 Details of cases in which appeals may be submitted to the Ombudsman are provided in the specific Rules and 
Regulations, available on Reale Mutua’s website.
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SUMMARY OF OMBUDSMAN’S ACTIVITIES

APPEALS-SETTLEMENT OF CLAIMS AND 
MANAGEMENT OF CONTRACTS

2013 1995-2013

Appeals concerning settlement 
of claims

57 912

Appeals concerning management 
of contracts

6 177

NUMBER OF APPEALS RECEIVED   
AND SETTLED

2013 1995-2013

Appeals received 63 1,089

Appeals settled 59 1,072

Accepted 10 184

Cases already closed* 16 256

Inadmissible 6 73

Unprocessable 2 56

Rejected 25 503

*The term “case closed” refers to cases in which the applicant and 
Reale Mutua had reached an amicable settlement while the appeal was 
underway.

SETTLEMENT OF CLAIMS-BUSINESS

2013 1995-2013

Motor TPL 1 83

HLV 1 46

Non-motor TPL 23 203

ACCIDENT 6 185

HEALTH 7 190

LIFE 0 20

FIRE 13 135

CAR 0 2

THEFT 6 45

TRANSPORT 0 3
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The agency network  

To stay close to its members, Reale Mutua has chosen to use the traditional network of agencies as its 
main sales channel. This network is made up of more than 4,000 professionally qualified people with 
consolidated expertise in their specific sectors, capable of developing solutions tailored to meet the 
requirements of each insured.

There are also 9 “Spazio Banca” areas that have been set 
up at agencies of the Reale Mutua Group (one at the Italiana 
Assicurazioni S.p.A. agency). These financial shops offer a 
combination of insurance and banking services and allow 
customers to perform all their normal bank transactions, 
with the assistance of a financial promoter.

340
agencies under contract

5 
agencies managed directly 
by the Company (subsidiary agencies)

Composition of the agency 
network:

The www.realemutua.it website includes an area 
where customers can find the agency nearest 
to them, with up-to-date information about how 
to contact or reach it; the Company’s website 
also has “micro-sites” dedicated to each agency, 
with additional details about opening times, 
ongoing promotions and special discounts, and 
where customers can request a quote or fix an 
appointment with the agent.

“SPAZI BANCA”

AGENCIES UNDER CONTRACT

AGENCIES MANAGED DIRECTLY
(GERENZE)

* Spazio Banca at Italiana 
Assicurazioni’s office.

1

1

1

1

55 1

8

5

4

2

9

32

52

33

1*

1
13

11

2

16

16

1

1

8

3

25

9

12

22

7

1

Following on from the partnership with the Department of Automated and Computer Technology at Turin 
Polytechnic on an important project concerned with developing tools and processes, aimed at freeing-up 
back-office resources at the agencies and upgrading support for sales activities, specific workshops were 
organised for agents and agency staff.

Reale Mutua maintains a highly qualified 
sales team by ensuring the presence of 
experts in the various areas of business, 
IT tools, etc. at its head office, who provide 
specialist training and continuous 
assistance to the agency network.
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Commercial training

The “Università Reale” project was launched by the Company in 2002 to support its commitment to fostering 
professional growth and forging the skills and competences of its agency staff. It is a point of reference that 
is easy to use and includes innovative functions for accessing information about the various training plans.

In 2013 the Company continued to pay particular attention to commercial training schemes for its sales 
teams by developing increasingly specific training paths aimed at building the skills required by insurance 
brokers. 

Overall, the results have been extremely satisfactory: practically all of the agencies and 90% of the target 
workforce signed up for the courses. 

The Company continued to analyse the skills required for each professional profile and to develop new, more 
specifically-tailored training schemes; the innovative virtual classroom environment, launched in 2012, has 
greatly improved the timing and availability of training schemes and has allowed almost 1,000 front-office 
agency staff to attend courses on operational aspects of their particular job.

TRADITIONAL CLASSROOM COURSES

 COURSES EDITIONS PARTICIPANTS

2012 42   325 8,400 

2013 52 334 6,064 

ONLINE COURSES

 COURSES PARTICIPANTS HOURS

2012 134 4,300 78,450 

2013 136 4,590 75,960 

“Organisational”

12
training sessions

159
agents took part

“Processes and Operations”

16
meetings

488
participants 
(agents and agency staff)

VIRTUAL CLASSROOM COURSES

 COURSES EDITIONS PARTICIPANTS

2012 10 162 900 

2013 8 180 3,702 
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Supplier Register

Right from the qualification phase, Reale Mutua is committed to selecting suppliers who share 
its principles and values, are proactive and innovative and capable of helping it to improve the 
standard of its products and services while at the same time keeping its outlays under control.

The Supplier Register management system has been developed to enable Reale Mutua 
to manage and exchange information with its suppliers, with the aim of establishing a clear, direct and 
efficient relationship with its business partners.

The correct classification of all existing or potential suppliers and inclusion of all the documents 
requested by the Management System are fundamental in order to establish and/or maintain a 
business relationship with the Company. Reale Mutua undertakes regular vendor rating* to evaluate 
the performance of its suppliers.

Before being included in the Register, all suppliers are asked to read and accept the rules and conditions 
set forth in the Code of Ethics and other company documents (including, for instance, the Organisational 
Model pursuant to Legislative Decree 231, ISO 14001 certification, etc.); the selection process focuses in 
particular on the evaluation and verification of technical and organisational capabilities and the supplier’s 
ethical, financial and economic standing.   

The Company also ensures strict vetting of all sub-contractors and assessment of their compliance with 
the law.
In working to promote the culture of social and environmental responsibility, the Company mainly selects 
suppliers with a proven track-record of commitments in the following fields:

fight against corruption;

protection of the environment;

promotion of safe and healthy working environments;

right to freedom from discrimination;

prohibition of child or forced labour.

Relations with suppliers are governed by contracts that contain specific clauses that cover certain 
areas of risk, i.e.:

• administrative liability of legal entities (Legislative Decree 231/2001) and the relevant models 
adopted by Group companies;

• legal requirements concerning safety, accident prevention, hygiene, ecology (Legislative 
Decree No. 81/2008 and subsequent amendments);

• protection of personal data (Legislative Decree 196/2003);

• compliance with pension and social security contribution requirements. 

*Glossary
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Advisory 

9%

2013 saw the introduction of the new SAP accounting 
platform with a standard set of procedures for 
managing the purchasing cycle, which achieves better 
control of costs and ensures the traceability of all 
information throughout the process. 
The SAP software also allows the whole contract 
management process to be performed online, from 
issuing purchase requests and comparing offers, 
to negotiations and the awarding of contracts and 
subsequent appraisal of suppliers. This also results 

PERCENTAGE OF SUPPLIERS BY PRODUCT 
CATEGORY  

  

Miscellaneous

11%

Travel and events 

2%

Logistics 
& Facilities 

9%
IT 

13%

Staff 

15%

Commercial 

21%

Advisory 

29%

Reale Mutua primarily turns to Italian 
suppliers, as a means of enhancing 
its organisational efficiency and the 
effectiveness of its services.

in better interaction and integration with the 
other company departments involved in the 
procurement process.

Miscellaneous 

2%

IT 

57%

Logistics 
& Facilities 

10%

Staff 

8%

Commercial 

12%

Green procurement

In 2013 the Company adopted these criteria in its 
procurement of:
• FSC-certified paper, 75 g/m2, instead of 80 g/m2, 

for the same price as non-certified paper;
• FSC paper for diaries and calendars;
• all IT hardware bearing the ”Energy star” label;
• furnishings from suppliers with eco-labels, 

that meet minimum legal requirements (use 
of panels certified to FSC, PEFC or equivalent 
standards with formaldehyde emission class 
E1 in accordance with EN 120 and EN 717-2).

Contracts with office cleaning firms have been 
revised and now require the use of eco-friendly 
products and preference is given to eco-labelled 
firms.

The Company continued to analyse and revise its 
procurement procedures to guarantee compliance 
with its environmental policies.

Further details of Reale Mutua’s environmental policy are 
available in section 4: Environmental Report. 

All suppliers must meet the minimum requirements 
and comply with ISO 14001* in the following product 
categories:

• paper and printed documents:
• ICT;
• furnishing;
• cleaning firms.

*Glossary
Standard

Fsc, Pefc 

PERCENTAGE OF VALUE OF ORDERS BY 
PRODUCT CATEGORY 

Travel and events 

2%





Social report

-  Initiatives to support the local community and the region

-  Charitable donations

-  Sponsorships

-  Institutional and media relations

3
3.5  Society
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Charitable donations

In 2013 Reale Mutua continued to make charitable donations to a range of different not-for-profit 
organisations. Of the numerous requests received, those for amounts of up to € 5,000 were evaluated by 
an internal committee coordinated by Senior Management. “Extraordinary” requests for larger amounts 
were examined directly by the Board.

The Company receives no advantage from making charitable donations, which it sees as a means of 
supporting the day-to-day activities and specific projects of small and medium-sized organisations.

In 2013 Reale Mutua made charitable donations totalling around € 400,000 to social, cultural, 
environmental and religious associations.

scientific research in the field of healthcare, especially in care for the elderly, ill, disabled and their  
families;

organisations in Piedmont that assist people in need;

schools and professional organisations that offer training schemes and post-graduate specialisation 
courses;

cultural and environmental organisations set up for the purpose of helping to improve Italy’s cultural 
and environmental heritage.

THE REALE MUTUA MUSEUM AND 
HISTORICAL ARCHIVES

The Reale Mutua Museum, which was originally 
inaugurated in March 2007, reopened its doors 
to the public on March 8, 2014 after being closed 
for some time in order to extend and refurbish the 
exhibition spaces. Admission to the museum is free. 
The exhibits in the new museum are housed 
in eight rooms covering an area of around 400 
square metres; the multimedia installations 
recount the Company’s two hundred-year history 
and showcase its activities and values from 1828 
up to the present day. 

THE “A COME AMBIENTE” MUSEUM

Reale Mutua and the other companies in the 
Group continue to be supporting members of the 
“A come Ambiente” Museum in Turin, furthering 
their commitment to raise awareness about 
environmental issues among young people.
In 2013, in addition to supporting the Museum’s 
day-to-day activities, the Company sponsored 
the organisation of the event in June to celebrate 
“World Environment Day” as part of the “Smart 
City Days” project in Turin. More than two thousand 
pupils from local schools took part.
Last autumn, Group employees and their families 
were invited to the “Weekend at the Museum” 
event, which has now become an annual tradition.

Initiatives to support the local community and the region

The initiatives undertaken by Reale Mutua and those in partnership with local organisations and associations 
originate from the Company’s close ties with the local community. The aim is to interpret its stakeholders’ 
needs and establish relationships that extend beyond the sphere of economic activity, to include those 
of sport, culture and social activities, by sustaining and supporting projects that are driven by the same 
values that characterise the Company.

Donations were primarily directed towards:
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Another way in which Reale Mutua supports the community and local initiatives is through partnerships 
and by sponsoring schemes to promote social and cultural growth and foster initiatives of ethical and social 
significance in line with its own corporate values. 

Agreements and activities undertaken in conjunction with its various partners are all directed towards long-
term sustainability, in the form of support for associations engaged in projects to enhance and preserve the 
local artistic and cultural heritage and those dedicated to disseminating the values of sport and fair play.

As far as institutional and cultural sponsorships are concerned, Reale Mutua confirmed its long-standing 
partnership with the Congress Centre of the Employers’ Association of Turin for the traditional “I MartedìSera” 
and “Caffè Letterari” cultural events organised in collaboration with the “La Stampa” newspaper. It also 
continued to support projects of the Teatro Regio in Turin.

The Company’s partnership with the City of Turin to sponsor the “Biennale Democrazia” was confirmed for 
the third year running. This cultural event is organised to promote and disseminate the culture of democracy, 
especially among young people.

In October 2013 Reale Mutua supported one of the most significant events at “Gamma Donna”, the national 
exhibition promoting the participation of women and young people in entrepreneurship. The Company 
sponsored the work session on “Masterplan ToMake”, an innovative urban development plan for the City of 
Turin, which saw the participation of experts from the Reale Mutua Group.

New partnerships included “Messer Tulipano”, a garden exhibition held in the grounds of Pralormo castle, 
the “Pinacoteca Albertina” which has been included in Turin’s impressive “Polo Reale” museum system, 
and the Associazione Lingotto Musica on the occasion of the 20th edition of concerts at the Lingotto centre.

Reale Mutua pursued its ongoing 
relationships with local bodies and 
institutions and fostered new ones 
with important local cultural and social 
organisations. 

Accreditation of the Company’s senior 
executives continued through interviews, conferences, 
workshops and direct liaison with leading journalists from 
newspapers and general and sector-specific magazines, 
aimed at enhancing the visibility of the Company and of 
the Group.

The Company maintained constant relations with the 
mass media, as the vehicle to guarantee the immediate 
dissemination of corporate news. In 2013 the Company 
issued 35 press releases (compared with 27 in 2012) 
concerning aspects of its business and projects or the 
launching of new products. 

The Company was the subject of some 2,300 articles in 
2013 (15% more than in the previous year).

In the sports sector, Reale Mutua 
maintained its partnership with the 
Italian Rugby Federation, which began in 
2002, and strengthened its sponsorship of 
Dinamo Basket, the basketball team from 
Sassari that plays in the Italian League A. 

Reale Mutua contributed to the 
organisation of the 2013 edition of the 
World Master Games, which were held 
in Turin last August, by providing the 
necessary insurance cover.

In line with its principles of social 
responsibility, the Company continued 
to support SportABILI Onlus Alba, 
an organisation engaged in helping to 
overcome limitations and barriers in 
sports for the disabled. 

Institutional and media relations

Sponsorships
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Environmental policy

As an environmentally responsible organisation, Reale Mutua has underlined its commitment by 
implementing an Environmental Management System, which obtained certification by Rina Services S.p.A. 
on April 26, 2012 and meets the requirements of ISO 14001:2004*. This guarantees its full compliance 
with legal requirements and its continuous efforts to improve its environmental performance and prevent 
pollution.

In accordance with its ENVIRONMENTAL POLICY, Reale Mutua is committed to:

preventing pollution attributable to its activities by adopting the best economically 
viable technologies available;

optimising the use of natural resources in its business activities by paying 
systematic attention to energy efficiency and the reduction of CO

2
 emissions;

adopting a procurement policy that gives preference to equipment and consumables 
that have a low environmental impact throughout their life cycle;

developing new insurance products that foster the adoption of eco-sustainable 
practices by member-policyholders;

planning and implementing training packages to ensure that all employees 
are aware of their environmental responsibilities and the importance of their 
contribution to saving resources and reducing waste;

promoting an environmental culture across the network of agencies, also by 
encouraging them to adopt an Environmental Management System;

influencing the environmental performance of its suppliers and/or sub-contractors 
by promoting the adoption of environmentally sustainable practices;

strengthening Reale Mutua’s support for associations and bodies involved in nature 
preservation, environmental education and information and products that support 
good environmental practices;

gradually extending the Environmental Management System to the entire Reale 
Mutua Group.

*Glossary
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To reduce the use of paper and 
consumables

OBJECTIVE ACTION

To quantify CO
2
 emissions

To include green criteria in 
purchasing policies

To raise environmental awareness 
among employees and third parties

To reduce the use of cars to 
commute to work

To study and develop insurance 
products and services that foster 

environmentally sustainable behaviour 
by member-policyholders

To reduce the need for staff to travel 
from one branch office to another

To increase the separation of waste 
products for recycling

Use of IT storage technology for contracts/underwriting 
documents and in-company awareness-raising campaigns to 
encourage employees to consider the need to print documents

Quantification of greenhouse CO
2
 emissions

Inclusion of a column dedicated to environmental issues in the 
“Notizie Gruppo Reale” newsletter

Collaborate with and support the activities of the “A come 
Ambiente” Museum in Turin

Increase the use of video conferencing, conference calls and 
online training schemes, to limit the need for employees to 
travel to different offices

Separation of other waste products for recycling, as well as 
paper and plastic

Inclusion of environmental requirements in contracts governing 
cleaning services

Purchase eco-label paper for all printed material and paper for 
internal use

Purchase furnishings that are environmentally sound or bear 
the Eco-label

Increase the proportion of sustainable corporate gadgets and 
freebies

Purchase ICT equipment bearing the Energy Star label

Funding of the cost of employees’ annual season tickets for 
public transport and for the TO BIKE bike sharing scheme

Divulge environmental insurance products/guarantees or 
products that encourage environmentally sound behaviour

Co2
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Environmental aspects 

RAW AND OTHER MATERIALS

TYPE FSC not certified TOTAL

2013 470,145 46,761 516,906

2012 322,311 304,291 626,602

The Company measures the amount of “white” office paper used for printing and photocopying 
and that used in documents produced by external printing firms. 

Data are expressed in kg.

Use of paper

The table below, showing the amount of energy used by Reale Mutua, is provided in the annual 
report of the Energy Manager (art. 19 of Law 10 of January 9, 1991). It includes values converted 
into Giga Joules.

Energy consumption

TYPE TOE* GJ**

METHANE GAS (heating) 
(value expressed in m3) 418,679 324 15,815

ELECTRICITY (KWh) 6,251,521 1,551 22,328

District heating (KWh) 27,814 23 100

TOTAL - 1,898 38,243

(*) Tonnes of oil equivalent   

(**) Giga Joules 

2012

TYPE TOE* Gj** % CHANGE (GJ**)

METHANE GAS (heating) 
(value expressed in m3) 326,379 268 12,337 -22%

ELECTRICITY (KWh) 5,153,163 1,278 18,551 -16.9%

District heating (KWh) 31,031 26 112 11.7%

TOTAL - 1,572 30,889 -19.9%

(*) Tonnes of oil equivalent   
(**) Giga Joules

2013
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TYPE TCO2eq % CHANGE

METHANE GAS (heating) 
(value expressed in m3) 326,379 804 -22%

ELECTRICITY (KWh) 5,153,163 2,063 -17.6%

District heating (KWh) 31,031 12 12.9%

TOTAL - 2,876 -19.3%

2013

ATMOSPHERIC EMISSIONS

The greenhouse gas emissions indirectly generated by Reale Mutua are mainly associated with business 
travel and commuting. Greenhouse gas emissions were calculated on the basis of standard factors to 
estimate the tonnes of CO

2
 equivalent generated by the various energy sources used by the Company.

TYPE TCO2eq

METHANE GAS (heating) 
(value expressed in m3) 418,679 1,031

ELECTRICITY (KWh) 6,251,521 2,503

District heating (KWh) 27,814 11

TOTAL - 3,545

2012

GREENHOUSE GAS EMISSIONS BY SOURCE TCO
2
eq

WASTE

Municipal waste is disposed of through the municipal waste collection system. Paper, 
plastic, glass and aluminium are sorted and collected separately.
The following special waste products are disposed of or recycled by authorised firms, 
through the Facility Management company. 

IT equipment that was no longer in use was donated to not-for-profit organisations. Used printer cartridges 
from Reale Mutua’s headquarters and branch offices were recycled by a company certified to ISO 9001:2008 
that transforms 100% of used computer printing waste into secondary raw materials using an advanced 
clean process and thus avoiding the need to send waste to the landfill or incinerator.

TYPE TREATMENT QUANTITY 2013 (Kg) QUANTITY 2012 (Kg)

Paper and cardboard packaging Recycled 610              3,820 

Mixed packaging Recycled 6,180          15,460 

Wooden packaging Recycled 3,750                -   

Iron and steel Recycled 320                -   

Used devices Recycled 0           2,480 

Bulky waste items Recycled 9,520*                -   

TOTAL 20,380 21,760

(*) In 2013 data regarding bulky waste refer to the redevelopment work on the head office, carried out in 2013 





Glossary



COMBINED RATIO

The ratio that measures claims losses and operating expenses against premiums earned; it is the sum of 
two ratios:

The Loss Ratio, which is the ratio of total claims paid out by the Company to premiums paid to the Company;

The Expenses Ratio, which is the ratio of operating expenses to premiums earned.

CROSS SELLING

Complementary products or services are presented to existing customers.

ISO 14001

ISO 14001:2004 is an international standard for environmental management systems (EMS) for businesses; 
a company’s environmental management system can be certified as meeting the requirements of this 
standard by an accredited certifying body. ISO 14001 certification is not compulsory. It is the result of a 
voluntary decision by companies that wish to establish, implement, maintain or improve their environmental 
management system.



GLOSSARY

ISO 26000

ISO 26000:2010 is an international standard that provides guidelines on social responsibility applicable to 
all organisations, whatever their size or wherever they are located.

VENDOR RATING

The process of measuring an organisation’s supplier capabilities not exclusively on the basis of the price of 
the product/service that is offered, but considering other parameters such as delivery schedule adherence, 
reaction to changes in plans and technological development capabilities.
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Contact us

Società Reale Mutua di Assicurazioni

Registered Office and General Management
Via Corte d’Appello, 11
10122 Turin, Italy
Tel. +39 011 4311111
Fax. +39 011 4350966

www.realemutua.it

FURTHER INFORMATION

Corporate Social Responsibility Unit
direzioneresponsabilitasocialeimpresa@realemutua.it

Environmental Management Policies Unit
politiche.gestione.ambientale@realemutua.it

MANAGERS 

Pilar Suárez-Inclán 
pilar.suarez@reale.es

Carlo Enrico de Fernex
carloenrico.defernex@realemutua.it

We welcome your suggestions on how to improve this Report.

Please address any suggestions or requests for further 
information about the Company’s Social Responsibility policies to  
direzioneresponsabilitasocialeimpresa@realemutua.it

***
This report was drawn up with the help of employees from Reale Mutua 
and other companies within the Group; we wish to thank all those who 
took part in producing this document.

***
Graphic design and page layout: Sunday – Turin

Closed for editing in March 2014.






