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Letter from the Chairman

ITI MIHALICH / CHAIRMAN

Continuing a tradition established thirteen years ago, this Report describes our responsibilities towards
our stakeholders; a commitment founded on our profession as insurers and which has a further mainstay
in the fact that we are a mutual undertaking. The principle of mutualism and the related values are
reflected in our business, our people and our relationship with society at large.
The Sustainability Report is aimed at a wide audience: all those who have chosen us for their insurance
needs, those who work with us, our employees and co-workers, and all members of the communities
where we operate.
The document has changed over the years, not only in terms of its content, but also in the methods used
to report on our economic, social and environmental performance. Our choices have always been guided
by the principle of ensuring consistency with our values of transparency, simplicity and clarity.
Although sustainability reporting is voluntary, for us at Reale Mutua it represents an important part of
our work to review, audit and plan our activities. This Report is not a stand-alone document; it is part of
a broader sustainable growth project that was officially launched in 2011 but has always been second
nature to us, as a mutual insurance company.
This year’s Report will once again be accompanied by a summary of the social, economic and environmental
performance of the other Reale Group companies, in order to provide a comprehensive picture of the
Group’s sustainability strategies.
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[G4-7]

Mutualism
Reale Mutua, founded in Turin in December 1828, is Italy’s biggest mutual insurer.

The general principles common to all mutual insurers are:

Our Mission:
“To create the right conditions
so that everyone who lives in
the world of Reale Group feels
privileged, because they receive
the support of competent,
dedicated people who work with
honesty and transparency to look
after their well-being and answer
their needs each and every day.”

[G4-24], [G4-25]

• no shareholders;
• management autonomy;
• corporate goal centred on delivering services to
members;
• undivided assets used to cover company liabilities
and management costs.
The core principle of mutuality guides the actions of
all Group companies, underlining our very essence and
distinctiveness on the market in terms of: reliability,
professionalism, quality of service and the ability to
interpret the needs of customers and society at large.
In our daily business activities, mutualism means
safeguarding the interests and fulfilling the expectations
of our member-policyholders.

Our stakeholders and their engagement 		
by Reale Mutua
In recognising the importance of stakeholder engagement, various mechanisms have been put in place to
foster dialogue and the exchange of ideas.
Engagement of member-policyholders is mainly through the traditional dedicated channels (customer
satisfaction, complaint handling, social media, etc.). Feedback obtained through these channels serves as
a litmus test to measure the level of satisfaction with our services, understand our customers’ needs and
requirements, prompt suggestions and ideas in relation to possible areas of improvement. It also enables
us to monitor operational risks and, above all, factors that could damage our reputation.
Other opportunities for dialogue are institutional events and sponsorships, in which the agency network
is, by definition, the “first” point of contact.
Interaction with directors is mainly through the institutional channels as set forth in the Articles
of Association, although topic-specific initiatives, such as workshops, or celebrations also provide
opportunities for engagement.
We maintain an open dialogue with suppliers, including through dedicated portals, which facilitate
communication and the exchange of specific information (contracts, Code of Ethics, etc.).
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Employee engagement is achieved through specific initiatives, developed by the company structures,
to share the business culture and goals. The annual meeting of employees and Top Management is of
crucial importance for fostering engagement among employees and management. It is an opportunity for
sharing important information about the operational plan, financial accounts and other key topics.
Events are organised to allow employees to socialise and get to know each other and to foster a spirit of
mutual collaboration, also through a dedicated internal social network (Fabbrica Futuro, more information
is provided in the “Internal Communication” section). Classroom training courses are also provided.
Section I Employees

Employees

Directors

Society

Reale Group

Suppliers/
Approved Service
Providers

Agents/
Intermediaries

MembersPolicyholdersCustomers

Meetings with the sales network are held frequently to measure the level of satisfaction among our
intermediaries with the support provided by the Company and to keep them up-to-date with results.
We encourage opportunities for sharing information, which can be a useful source of feedback about the
offering of products and services.
As a final point, the Group organises numerous initiatives to foster relations with national and local
communities. These include information and promotional campaigns, educational activities such as
roadshows, training sessions and conferences.
The main sustainability initiatives addressing each category of stakeholders are described in more detail
in the following chapters.
As an autonomous and independent mutual insurer, Reale Mutua is not subject to and has no influence
over any political or economic forces. For that reason it neither grants nor receives any funding to or from
political parties and/or organisations.
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About the Sustainability Report
This Sustainability Report is for all Reale Mutua’s stakeholders. It provides a quantitative and qualitative
summary of the main environmentally, socially and economically sustainable strategies undertaken by
Reale Mutua and describes the most significant actions to foster engagement and communication as at
December 31, 2015.
This document accompanies and supplements the Financial Statements with information about
sustainability performance to permit a better understanding of the results or the impact of activities.
Economic data included in this report are taken from the 2015 Financial Statements of Reale Mutua and,
for the Group, the 2015 Consolidated Financial Statements, which have been audited by an independent
auditing firm. 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 our website:
www.realemutua.it.
The interactive pdf version is also available on the company intranet and Internet

Document structure
The Report starts with an introduction by the Chairman, which is followed by a short summary of our identity
and our stakeholders.
After this introductory part, there is a special interview in which the General Manager explains his vision, and
then a chapter with a presentation of Reale Mutua, its system of governance and control, the companies that
make up the Group and, lastly, its business integrity.
In the “Responsible management” section, priority is given to our values, of which the Group Code of Ethics is
the highest expression, and to describing the Environmental Policy developed by Reale Mutua and adopted at
Group level, as proof that environmental ethics and sustainability go hand in hand.
This is followed by a description of aspects of our economic management, the main performance indicators and
the social dimension. The latter is considered from the perspective of each stakeholder.
This is followed by a description of each area of the environmental dimension.
At the end of the report there is a glossary of technical terms and acronyms as well as a table of indicators
drawn up according to the GRI G4 guidelines.

Key
Link to the 2015 Report on Operations
Link to websites
Link to another part of the document
Glossary
Table of indicators
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Interview with the General Manager 			
of Reale Mutua Assicurazioni
Mr. Filippone, “you were appointed as General
Manager of Reale Mutua Assicurazioni a few
months ago. Please describe the context in which
you embarked on this new journey and explain how
these scenarios might affect Reale Mutua.”

LUCA FILIPPONE / GENERAL MANAGER

The current scenario on the Italian and Spanish markets,
where we operate, and in Europe as a whole, is extremely
complex. The consequences of such a significant economic
crisis as the one we have faced in recent years are still very
much with us, despite some signs of recovery, which are
nonetheless weak. The financial context is characterised
by extremely low interest rates and this is having a
negative impact on the insurance sector, especially in the
life business.
At the same time, we are experiencing a full-blown
technological revolution that is radically changing our way
of life. As insurers, we too are being called upon to make
a tremendous effort in order to incorporate this innovation
and modernise our business models.
In this scenario, we must continue to conduct our business,
with the aim of responding to our customers’ needs and
offering products in keeping with the times.

Reale Group will definitely remain a financially sound and independent insurance group, drawing
strength from its status as a mutual and continuing to pursue policies geared towards long-term
objectives. Internationality will play an important role, as will the ability to stay modern by tradition:
values that are deeply rooted in our history and a strong desire to reinvent and better ourselves to
maintain our competitive edge in the future.
The road ahead certainly looks complex and multi-faceted. It will require a long-term vision and an
integrated approach, one example of which is the new Group brand.
The creation of a single brand for the entire Group may indeed represent an important
step. “What were the main factors that contributed to this change?”
The new brand is the result of an evolutionary process. The aim of this new visual identity for
the entire Reale Group is to communicate the fact that each company belongs to a group with a
broader, more competitive and more international scope.
The new brand features the use of three elements to symbolise the distinctive aspects of Reale
Group’s business: the colour blue already used by Reale Mutua, yellow, which is the colour of Turin
and refers to the origins of the Parent and lastly, but no less importantly, the use of the English
language to indicate the Group’s more international outlook. These elements thus recount Reale
Group’s history, which spans almost two centuries when you consider that the Parent, Reale
Mutua, was founded in Turin back in 1828.
We are convinced that having a single “surname” for all the companies that make up this Group will
create a strong sense of pride, belonging and unity among our people and improve the visibility and
distinctiveness of the brand.
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Belonging and unity are very important values, especially for a group that includes
companies operating in different sectors. “What are the key elements that Reale Group will
leverage to present itself as a single entity that shares not only the same values, but also
the same strategies?”
We operate in the sectors of insurance, real estate, banking and services. The entire Group is united by
the core principle of mutualism, on which the specific company form of Reale Mutua is based.
This guiding principle shapes the actions of all Group companies and underlines their distinctive
characteristics in terms of: reliability, professionalism, expertise and excellent standards of service for
our member-policyholders and customers.
This sharing of values is also highlighted by our Code of Ethics, which was reviewed a few years ago
and has now been adopted across the Group. The Code of Ethics was updated during the year to reflect
the evolution of our brand. It sets out the core values that guide the actions of everyone who works
with us and is a point of reference for all Reale Group companies and all stakeholders who work with
us or on our behalf.
Moving on now to Reale Mutua’s operating results, “can you please tell us about these?”
The results for 2015 were positive and a source of pride: the Group recorded a net profit of € 159.3
million and a solvency ratio of 250.5%. I can proudly confirm that this is one of the best results in Europe
(and an improvement on previous years).
The Parent posted a net profit of € 59.4 million and a solvency ratio of 458.4%. Mutuality benefits paid
in 2015 amounted to more than € 10 million and those approved for 2016 exceed that figure; this result
confirms our desire to support the people who choose to place their trust in us.
Mr. Filippone, “given that the concept of sustainable development is consistent with and
can be a source of added value for a mutual company, how can it be implemented in practical
terms?”
Sustainability guides the way we at Reale Mutua and across the entire Group conduct our activities,
according to the principles of professionalism, honesty, transparency and respect for the social and
economic context in which we operate.
Our Mission is to “create the right conditions so that everyone who lives in the world of Reale Group
feels privileged, because they receive the support of competent, dedicated people who work with
integrity and transparency to look after their well-being and answer their needs each and every day.”
This principle best sums up our idea of sustainability, which is reflected in our dealings with stakeholders
and results in a low level of conflict in terms of both complaints and litigation.
“Why do you think it is important to draw up a Sustainability Report?”
It is well established that the real value of a company cannot be measured solely on the basis of
its economic performance, and that any comprehensive assessment must also take its non-financial
assets into consideration.
Moreover, our stakeholders now have the necessary grounding to understand and demand information
about aspects of social and environmental responsibility, previously only the prerogative of a small
number of experts “in the field”.
Our Report was originally conceived as an opportunity to review and audit our internal processes
and activities. Over the years it has gradually become an important tool for fostering a dialogue with
stakeholders; we intend to maintain and improve this type of engagement as a means of ensuring that
our products and services continue to satisfy their needs.

11

12

REALE MUTUA ASSICURAZIONI

1
REALE MUTUA
ASSICURAZIONI

14.........Reale Group
18.........Corporate Governance
23.........Control Systems
29.........Business integrity

13

INSURANCE

SERVICES

Reale Group
Company and key figures
REAL ESTATE
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REALE MUTUA
ASSICURAZIONI

REALE
IMMOBILI
S.p.A.

ITALIANA
ASSICURAZIONI
S.p.A.

REALE SEGUROS
GENERALES S.A.
(MADRID)

BANCA REALE
S.p.A.

IGAR S.A.
(MADRID)

REALE VIDA Y
PENSIONES S.A.
(MADRID)

CREDEM
ASSICURAZIONI
S.p.A.

BLUE
ASSISTANCE
S.p.A.

Reale Group
Affiliated companies

SARA
ASSICURAZIONI
S.p.A.

Situation at 31 December 2015

REALE ITES
EGEI*

ITALNEXT
S.r.l.**

(*) European Group of Economic Interest established on October 6, 2014
(**) Company established on May 28, 2015
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187

1,037

YEARS OF HISTORY

AGENCIES

3,837,074

€159.3
MILLION

POLICYHOLDERS

GROUP NET PROFIT

3,107
EMPLOYEES AT END OF 2015

€3.8
BILLION
PREMIUM INCOME

1

1

€10 MILLION

CODE OF ETHICS

ENVIRONMENTAL POLICY

MUTUALITY BENEFITS
PAID
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INSURANCE
Reale Mutua, founded in Turin in 1828, is Italy’s biggest mutual insurer and parent of Reale
Group.
The Company boasts one of the soundest financial positions in the market, borne out by a
solvency ratio of 458.4%. For Reale Mutua, the centrality of members is reflected in its careful
analysis of policyholders’ needs, the development of tailor-made products, a close relationship
with the local community, dedication and moral uprightness. All values that are fully recognised
by its members, amongst whom the loyalty rate is high, as demonstrated by the customer
satisfaction survey carried out in 2015.

Italiana Assicurazioni has grown to become an important SME-focused insurance company that
delivers a high standard of reliable, continuous service, with the additional value of belonging to
a Group with one of the soundest financial positions on the market. It has 464 employees, 341
agencies and 656,821 policyholders.

This non-life Spanish company joined Reale Group in 1998. With almost 1,000 employees, 352
agencies and a network of highly qualified agents and co-workers, Reale Seguros Generales
provides insurance cover to more than 1,700,000 policyholders.

In 2010 Reale Vida branched out into the Life insurance sector in Spain and in 2011 it extended
its product offering, expanding its business operations and adopting a more structured
management model.

SERVICES
Banca Reale was established in 2000 to enhance the value of the Group’s offering, by
providing the sales network with an effective and distinctive tool to build customer loyalty
through integrated banking and insurance services. In recent years it has pursued a growth
strategy, opening new branches and banking areas close to the Group’s main agencies. The
bank responds to its customers’ needs by developing operational projects implemented in the
tradition and style of Reale Mutua.
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Blue Assistance is an experienced provider of exclusive, highly specialised services. It plans,
implements and delivers assistance and services for individuals, families and their assets. It
is fully committed to its mission: to always “be there in person”, to guarantee the well-being
of individuals and assistance for their assets. Blue Assistance manages technical-settlement,
advisory and customer care activities, always addressing the needs of the Group’s memberpolicyholders. Today the company is working to develop increasingly innovative forms of
assistance and service. Attentive to market trends and to developments in society at large, it
takes action to identify new needs and find the most innovative solutions.

A European Group of Economic Interest called “Reale ITES EGEI” was set up on October 6,
2014 to provide ICT and similar services to Reale Group companies. These include, by way
of example: management application services, business intelligence application services,
application evolution services, project development, IT advisory services and other support
services.

REAL ESTATE
Reale Immobili was established in 2002 to manage, preserve and enhance the value of its
real estate assets and those of other Reale Group companies, to which it also provides advice
on technical and real estate matters. The Company is based in Turin and has two branches in
Milan and Rome. It owns a large number of properties, most of which are entire buildings used
for several different purposes and are situated in the cities of Turin, Milan and Rome. These
properties cover a total surface area of more than 500 thousand square metres and have a
market value of over € 1.3 billion. The mission of Reale Immobili is to increase the profitability
of its real estate assets through constant maintenance work and improvements in order to
preserve and enhance the composition of its real estate portfolio.

Reale IGAR S.A. was established in 1995: its main business activity is the leasing of real estate
for non-residential use.
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Corporate Governance

Corporate Governance is the system by which Reale Mutua is directed and managed:
• it defines the rules and procedures at every level in order to guarantee the correct direction and control of the Company;
• it governs the relationships between the various players involved.
The Company’s overall corporate governance framework has been defined in accordance with current laws and regulations and
with European legislation where applicable, as well as with the Articles of Association.

39

191
Grand Total

Regional distribution of delegates
according to their agency of reference

3

1
4
14

60
15
3

The central role of Delegates
Since Reale Mutua is a mutual insurer
the governance system centres
on the role of the Delegates (who
represent all member-policyholders);
they take part in the Meeting of
Delegates and some sit on the
Board of Directors.

4

4

9

4

7

4
10

4

1

1

4

Meeting of Delegates
The Meeting of Delegates is made up of delegated members who represent all member-policyholders. Ordinary Meetings
are held twice a year. The Meeting has the following tasks:
• approval of the year-end accounts and budget forecast;
• establishment of “mutuality benefits”;
• election of the Directors and the Chairman of the Board, the Statutory Auditors and the Chairman
of the Board of Statutory Auditors, and definition of their remuneration.
The Meeting also performs all other duties as required by the laws in force.
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Organisation chart

Board of Directors
Iti Mihalich

(***)

(**)

Chairman

(*)

General Manager
Luca Filippone

Internal Audit
Michele Tazzer

Group Planning and Control
Guido Picca Piccon

Manager

Manager

C.R.O. [ * ]

General Secretariat

Filippo Manassero

Carlo Enrico De Fernex

Manager

Manager

Risk Management

CSR

Stefano Olocco

Pilar Suarez (Reale Seguros)

Manager

Manager

Innovation Team

Group Non-life and Non-life
Performance Audit Actuarial Office
Sabina Di Placido
Manager

Matteo Cattaneo
Manager

Co-General Manager
Massimo Luviè

Non-Life Technical Office
Mauro Paccione
Manager

(*)

Group Distribution Marketing
and Brand
Marco Mazzucco
Manager

For specific duties concerning the internal control system

(**) For specific duties concerning risk management
(***) For anti-money laundering and compliance activities assigned to the
specific functions

HR

Welfare

Marco Barioni

Anna Deambrosis

Manager

Manager

[ * ] Chief Risk Officer: Centralised coordination function established to create a
single pool of expertise on regulatory matters, governance and all risk monitoringrelated issues.
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The Board of Directors
The Board of Directors, the Company’s central governing mechanism, is the corporate body responsible for
strategic supervision and management of operations, with particular regard for the interests and protection
of member-policyholders. The current Board of Directors was renewed by the Meeting of Delegates on April 28,
2015 and will remain in office until the date of the Meeting convened to approve the accounts as at December
31, 2017.
Special training sessions were held for the Board of Directors, covering particular aspects of business or areas
of interest relevant to their role, also in view of new laws that require Directors to acquire specific skills and
“awareness”.
The aim is to ensure that Board Members are always fully aware of their responsibilities.
CHAIRMAN
* Iti MIHALICH
DIRECTORS
** Annibale AVOGADRO DI COLLOBIANO
Maurizio BAUDI DI SELVE
Mario CARRARA
Giovanni FACCHINETTI PULAZZINI
Romano GIANOTTI
Edoardo GREPPI
Luigi GUIDOBONO CAVALCHINI
* Enrico MARENCO DI MORIONDO
* Carlo PAVESIO
Gian Savino PENE VIDARI
Vittorio Amedeo VIORA
* Marco WEIGMANN
SECRETARY TO THE BOARD OF DIRECTORS
Massimo LUVIÈ
* Members of the Committee
** Member of the Committee up until May 28, 2015
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Committees and Commissions
The Executive Committee is appointed each year. 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.
In carrying out its strategic and organisational activities, the Board of Directors is assisted by specific
Committees and Commissions, namely:
• the Group Control and Risk Committee: offers advice and submits proposals on the system of internal
controls and risk management, also in connection with the risks deriving from non-compliance with
regulations;
• the Group Investment Commission: offers advice, carries out assessments and submits proposals
concerning financial and real property investments. It also conducts regular sensitivity and risk analyses
in general;
• the Mutuality Benefits Commission: offers advice, carries out assessments and submits proposals
regarding the mutuality benefits which the Board puts to the Meeting each year;
• the Committee pursuant to art. 3(3) of the Regulations of the Board of Directors: assists the Board with
ensuring that the Directors, Statutory Auditors, Top Management and heads of the control functions have
the necessary professional qualifications and meet the applicable requirements for independence and
good repute;
• the Supervisory Board: entrusted with the supervision and control of the functioning, efficacy and
observance of the Organisation, Management and Control Model adopted by the Company, with the aim
of preventing any wrongdoing for which the organisation could be charged with administrative liability,
as established by law.
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Board of Statutory Auditors
The Board of Statutory Auditors oversees compliance with the law and with the Articles of Association,
observance of the principles of proper management and, above all, the adequacy of the Company’s
organisation, administrative and accounting structures and their concrete workings.
The Auditors must 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.

ALESSANDRO RAYNERI
CHAIRMAN
MARCO LEVIS
STANDING AUDITOR

EDOARDO ASCHIERI
STANDING AUDITOR

GIUSEPPE ALDÈ
SUBSTITUTE AUDITOR

BARBARA MARIA BARRECA
SUBSTITUTE AUDITOR

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.

Top Management
Top Management comprises the General Manager and the Co-General Manager.
Owing to its specific organisational structure (with no Managing Director), Top Management also
comprises the Deputy General Manager(s), if appointed.
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Control Systems
The System of Internal Control and Risk Management
Maintaining an adequate internal control system has always been an indispensable and core element of
our business activities.
The culture of control and business integrity are promoted by the Board of Directors and implemented by
Top Management through a set of internal rules and procedures, specific actions and activities undertaken
by specially appointed company bodies.
At Reale Mutua we have developed a structured internal control system that consists of a set of rules,
procedures and organisational structures intended to ensure correct functioning and proper performance
of our business activities. As from 2014, all aspects of the risk management and control system have
been brought together in specific policy documents setting out the Board’s policies on governance, internal
control systems and risk management.

Control structure
THIRD LEVEL CONTROLS
THIRD LEVEL
CONTROLS

Identify anomalous trends, violation of procedures and breaches of regulations, and assess the
efficacy and efficiency of the overall system of internal controls.
These controls are performed by: Internal Audit.

SECOND LEVEL CONTROLS
SECOND LEVEL
CONTROLS

Systematic monitoring of trends in the various risk categories, and of the implementation
and adequacy of first level controls, performed independently by those responsible for other
processes.
These controls are performed by: Supervisory Board pursuant to Italian Legislative Decree
231/2001, Compliance, Risk Management, Administrative Liability of Legal Entities,
Prevention of money laundering, suspicious transactions and counter terrorism, Inspectorates

FIRST LEVEL CONTROLS
FIRST LEVEL
CONTROLS

Verify the correct management of all activities undertaken in the pursuit of pre-established
objectives. These controls are performed by: the organisational structures responsible for the
specific activities and/or by other functions in the same sector.
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Functions/bodies that perform controls:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Anti-money laundering
Group Non-life and Non-life Performance Audit Actuarial Office
Group Actuarial Office
Group Life Business Actuarial Office
TPL Business Actuary
Life Business Actuary
Board of Statutory Auditors
Group Control and Risks Committee
Compliance
Internal Audit
Group Administrative Inspectorate
Group Claims Inspectorate
Supervisory Board pursuant to Italian Legislative Decree 231/01
Planning and Control
Risk Management

Some of the main activities undertaken by the control functions are described in detail in the following
paragraphs.

Internal Audit
The Internal Audit function is 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.
In 2015 this function carried out the activities in accordance with the audit plan approved by the Board of
Directors and previously examined by the Group Control and Risks Committee, to which it reports directly.
Some of these controls are required under procedures laid down by the Supervisory Authorities (training,
handling of written complaints, etc.). Others are performed by adopting a risk-based approach to identify
any procedures/activities that need to be dealt with as priorities. These audits resulted in the definition of
a number of areas in need of improvement in processes regarding, among others, sales, administration
and IT. The majority of these improvements will be implemented in 2016.
In the performance of these activities, specific attention is paid, for example, to the handling of complaints,
an area that Reale Mutua has always considered to be of particular importance. In this context the
Internal Audit function constantly monitors the adequacy of the system of controls adopted throughout
the process as required by law and, if any particularly critical factors emerge, it contacts the functions
concerned in order to take the necessary corrective action.
In 2015 the Group Control and Risks Committee held meetings with the main control functions. The
Internal Audit function assisted it by examining the plans and final reports on the year’s activities of
these functions. It also invited certain company departments to liaise with each other with a view to
investigating certain issues in connection with the system of internal controls and risk management.
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In order to better assist the Board of Directors in its task of providing the insurance Group with a
risk management and internal control system, and in line with the Group’s governance policy, in
2016 this body will extend its scope of action to include all Reale Group companies and it will also
see a considerable expansion of its duties.

Supervisory Board and Office for the Administrative Liability of Legal Entities
Recognising the need to ensure honesty and transparency in all relations with stakeholders and in the way
we conduct our business, in addition to the Code of Ethics Reale Mutua has also adopted the Organisation,
Management and Control Model pursuant to Italian Legislative Decree 231/2001, as a instrument for the
prevention of unlawful conduct.
In 2015 the Supervisory Board carried out its activities in accordance with the plan submitted to the Board of
Directors; more specifically, with the operational support of the Office for the Administrative Liability of Legal
Entities, it completed the task of bringing the Special Part of the Organisation, Management and Control
Model up to date. The new document, which will be examined and subsequently approved by the Board of
Directors in early 2016, responds to the need to simplify this document and make it more practical to use.
Once it has been approved, the Supervisory Board will launch the necessary training and communication
programmes for all those affected by the Model, through the Office for the Administrative Liability of Legal
Entities. In detail:

• a new online course will be available for employees, accompanied by a communication
campaign through Fabbrica Futuro. The intranet area dedicated to Administrative Liability of
Legal Entities will also be revamped (see: “Internal Communication”), and its contents revised
and simplified;
• an online course, also including virtual classroom sessions, will be available for the agency
network.
Section I Employees
The Office for the Administrative Liability of Legal Entities also continued to undertake the following activities:

• coordination of aspects concerning legal entities’ administrative liability for the other Group
companies, including Reale Ites, for which it has been appointed by the Board of Directors to
act as Compliance Officer 231;
• provision of advisory services to the Internal Audit function of the Spanish subsidiaries,
which led to the creation of the Model of measures to prevent the offences implied in the law
governing the criminal liability of legal entities;
• provision of operational support to the CSR department in connection with the review of the
Group Code of Ethics and communicating its existence to stakeholders.
This latter activity stems from the fact that the Model draws on the principles set forth in the
Code of Ethics.
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Risk Management
The Risk Management function defines strategies, processes and procedures aimed at defining,
measuring, assessing, monitoring and managing current and future risks to which the Company is or
could be exposed.
This function supports the Board of Directors in defining its risk management policy, the criteria and tools
used to measure and assess risks.
It is closely involved in activities in connection with the new Solvency II regime which introduces new
criteria for calculating the solvency of insurance undertakings, with the aim of harmonising European
legislation in the insurance sector, fostering a risk-based approach and ensuring greater protection for
policyholders. With the introduction of Solvency II insurance undertakings will be required to radically
overhaul their risk assessment methods and make significant changes to their management strategies.
Reale Reale Mutua has integrated the complex and far-reaching changes brought about by Solvency II
into its strategic plans, and defined a specific project, coordinated by the Risk Management function, to
manage all aspects associated with the new regime. The project addresses methodology and process
modelling issues, organisational aspects in order to review the governance system, data quality, the
availability of both human and technological resources, the impact on business management and
compliance with legal provisions.
Given the strategic importance of Solvency II, and realising the importance of attentive risk management
practices, the Supervisory Authority has been asked to approve the use of the Group’s internal model for
regulatory purposes. The internal Model is an important risk assessment tool used to support strategic
and decision-making processes. The Model approval procedure envisages a pre-application stage during
which, since the Model is applicable at Group level, information has to be provided to both the Italian and
Spanish Supervisory Authorities. The formal request to use the Model will eventually be submitted in the
first half of 2017.

To meet the new requirements introduced by Solvency II and to create a more clearly defined
and well-structured risk management system, the Risk Management function coordinated
the updating of the risk management policies setting out the general principles, guidelines,
roles and responsibilities of the company bodies and functions concerned; in this context
and in working to create a stronger risk management culture, the function contributed to
the definition of the policy for preventing and managing risks to reputation and the criteria
used to guide Top Management in establishing the appropriate corrective actions.
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Compliance
As part of the Internal Control System, the Compliance function works continuously to prevent and
mitigate the risk of non-compliance with the law, mainly through “ex ante” evaluation.
The function pervades the organisation so as to closely monitor those processes that could generate risks
(of incurring sanctions, capital losses, damage to reputation) deriving from infringement of the law or selfregulation norms. It follows a policy, a risk management procedure and a risk-based approach approved
by the Board of Directors, to which it reports, paying particular attention to monitoring compliance with
the rules regarding transparent, honest behaviour towards policyholders and damaged parties and the
protection of consumers’ rights in general.
This function adopts an approach whereby it is able to identify, measure and manage current and future
risks. 2015 was the year of preparation for Solvency II, which came into effect on January 1, 2016. The
new EU directive made a review of the Private Insurance Code necessary and led to the introduction of
many new regulations by the Supervisory Authorities. An equally large number of new rules are expected
in the near future (e.g. on intermediation and product management).

ACTIVITIES UNDERTAKEN BY THE COMPLIANCE FUNCTION IN 2015:
• compliance risk assessment of processes, to identify risks that require priority action;
• monitored new legislation, where necessary performing specific impact assessments to verify
the adequate implementation of processes and procedures;
• verified the compliance of new products with legal requirements;
• conducted the audits as required by the Supervisory Authority and put the necessary corrective
measures in place based on the outcome of compliance assessments in the previous year;
• supported the Board of Directors, the Group Control and Risks Committee, the Board of
Statutory Auditors and Top Management in monitoring the risk of non-compliance.
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Anti-money laundering
The Group Anti-money laundering function is responsible for preventing and countering money
laundering and funding of terrorist activities. It controls and manages the related risks, continuously
monitoring each step in the business operations undertaken by the company and its agencies that are
subject to anti-money laundering laws.
This function is responsible for ensuring the adequacy of the internal systems and procedures in
connection with customer due diligence requirements, which are essential in order to establish the
identity and money laundering risk profile of each customer. It also has responsibility for activities
in connection with transaction reporting requirements, the assessment and reporting of suspicious
transactions and related training activities.
These activities are part of the overall system of internal controls and must be assessed in the same
way as investments capable of generating positive results in terms of the stability and reputation of
Group companies.

MAIN ACTIVITIES UNDERTAKEN IN 2015
• developed the new system architecture for the integrated computer database;
• brought the existing customer assessment and risk profiling processes and procedures in
line with the new requirements introduced by IVASS Regulation No. 5/2014;
• held training classes for agents and their co-workers;
• worked in collaboration with the internal control bodies and other corporate functions;
• supported the Board of Directors and Group Internal Control Committee in monitoring the
risks associated with money laundering and funding of terrorism;
• provided information to the internal control bodies and company bodies;
• worked in collaboration with the external control bodies.
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Business integrity
Reale Mutua recognises the strategic importance of working to ensure compliance with legal provisions
and with internal and external codes of conduct, firmly convinced that respecting the rules and moral
uprightness in business practices are fundamental elements in the pursuit of common goals, which are
based on trust and transparency as well as professional competence.
In detail:

Privacy protection
The protection of personal data, in accordance with the law, represents a priority for Reale Mutua.
Company bodies oversee the use of the correct procedures to ensure that data are processed for the
required purposes and that the parties concerned are duly informed, whether they be members,
policyholders, beneficiaries, customers, employees or counterparties. Reale Mutua adopts high standards
of security to guarantee the integrity and correct handling of data.
Particular attention is also paid to relations with customers, policyholders and third parties and to
the processing of data, including when such relations are managed by intermediaries, by conducting
systematic on-site checks and close monitoring of complaints.
Reale Mutua is currently working on projects that involve the use of new communication media and new
technologies. All such projects are analysed before being launched to ensure compliance with the laws
in force.

Litigation
Reale Mutua bases the selection and evaluation of its legal service providers on the principles of the
Code of Ethics. They must not only have the necessary technical and legal expertise, but must share the
Company’s behavioural values.
The work of these law firms, all of which are registered as Group Service Providers, is constantly monitored
by a specific body and subject to regular audits to assess their procedural abilities, but also to measure
their performance in terms of proactiveness, helpfulness and collaboration with settlement offices, in
the best interests of the member-policyholder at the time of the event-loss, the most crucial moment in
the relationship with the Company, when all the protections and services promised in the policy must be
implemented.
Just as Reale Mutua is committed to building customer loyalty, so too does it strive to establish lasting
relationships with the law firms it uses so that, bearing in mind the need to reduce the costs of lawsuits,
they continue to interpret their role in the best possible way, in line with the vision for the management
of the claim settlement process, whether in or out of court.
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Regulatory principles and reference standards
Responsible Management
For companies nowadays it is increasingly important to look beyond expanding their business and
increasing their profits, and also take into account the needs of society in the broader sense. This means
adopting policies capable of balancing economic goals with the social and environmental needs of the
areas where they operate, in order to achieve sustainable growth.
For several years now Reale Mutua has been implementing the guidelines of ISO 26000,
adopting an approach in keeping with its mutualistic nature.

ISO 26000

– Guidelines on Social Responsibility

Businesses and organisations do not operate in a vacuum, but within a society and environment: ISO 26000 provides
guidance to help organisations achieve sustainable growth within their social and environmental context. Unlike the
standards in place for quality, environmental, health and safety management systems, ISO 26000 does not contain
requirements and is not intended for certification purposes.
ISO 26000 defines the core subjects relevant to social responsibility as: organisational governance, human rights, labour
practices, environment, fair operating practices, consumer issues, community involvement and development. Other issues,
such as economic factors, aspects of health and safety, the value chain and equal opportunities, are processed through
the core subjects, when appropriate.

2.
7.

Community
engagement
and
development

Human
rights

3.
Labour
practices

1.
Organisational
Governance

6.
Consumer
issues
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5.
Fair operating
practices

4.
Environment

, the Reale Group has its own social

In addition to adopting the principles and directions of ISO 26000
responsibility model, developed by the Parent. This model:

• promotes the development of strategies that integrate the three key dimensions (economic, social and
environmental);
• seeks solutions that can be shared with its stakeholders, according to the Group’s values (see the “Our Values”
section).
The “Our Values” section of Responsible Management
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The CSR unit reports to the General Manager.

BOARD OF
DIRECTORS

ITI MIHALICH
CHAIRMAN

GENERAL
MANAGEMENT

CSR

LUCA FILIPPONE

PILAR SUAREZ
(REALE SEGUROS)

GENERAL MANAGER

MANAGER

Reale Group has set up a specific CSR unit: a team of people dedicated to the Group’s sustainable growth.
The unit was created in September 2012. It reports directly to the General Manager and comprises the
Environmental Management Policies function.
Details about its activities are available on the
www.realemutua.it/institutional/sostenibilità section of the website.
Any enquiries should be addressed to:
direzioneresponsabilitasocialeimpresa@realemutua.it

The main objectives of this function are:
• collaborate with the various company structures to instil the culture of social and environmental
responsibility;
• define policies capable of guaranteeing economic growth while fostering social cohesion and
protection of the environment;
• support colleagues from other units with the implementation of projects and initiatives,
assuming the role of “coordinator/facilitator” for initiatives that involve several areas.
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Our Values

Owing to its mutualistic nature (see the “Mutualism” section), which means it does not have to use part of its income to pay
dividends to shareholders, the Group is able to pursue a strategy of growth. Part of the net profit and resources are therefore
used to develop, expand and improve the quality of the services offered to member-policyholders, and the company itself.
That is why the centrality of member-policyholders and customers is the core principle on which the Group’s actions are based.
This business culture takes into account the specific features of each individual company within the Group while at the same
time striving to ensure respect for shared values in relations with stakeholders. All Group companies are required to comply
with these principles.
Mutualism

The Group’s Values
Integrity

We pursue our goals through fairness, responsibility, honesty and reliability, in accordance with the law
and the principles of professional ethics.
What this means for our stakeholders:
•
•
•
•
•

Centrality
of individuals

transparency in reporting, no conflicts of interest;
services tailored to suit customers’ real needs;
honest and transparent relations;
relationships that strengthen their reputation;
working with partners who maintain high ethical standards, follow sustainable business practices and
respect the social and cultural context in which they operate.

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.
What this means for our stakeholders:
•
•
•
•
•

Responsibility

training of employees, agents and directors;
advisory services and constant attention to the needs of member-policyholders and customers;
recognising the crucial role of intermediaries at local level;
dialogue with suppliers;
solidarity.

We seek continuity of results, taking responsibility for the consequences of our actions, promoting the
optimisation of resources and avoiding any improper conduct.
What this means for our stakeholders:
•
•
•
•
•
•
•

timely implementation of directives issued by supervisory authorities;
fulfilment of commitments undertaken with member-policyholders and customers;
assurance of the best performance;
empowerment of employees to achieve results;
dialogue with intermediaries to strengthen the feeling of belonging;
carefully selected suppliers;
maximisation of positive impacts on society.
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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.
What this means for our stakeholders:
•
•
•
•
•

Innovation

constant synergies between directors and top management;
collaboration with member-policyholders and customers;
team spirit among employees, sharing of objectives;
close partnerships within and outside the Group;
support for projects to enhance the cultural, social and environmental growth of society.

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.
What this means for our stakeholders:
•
•
•
•
•

adequate services in a context of continual evolution;
identification of solutions based on the latest technology;
ability to provide an adequate response to market forces;
tools and actions that, when shared with intermediaries, generate competitive advantage;
innovative and creative approach to anticipate changes in the market and society as a whole.

Code of Ethics and main actions
The Parent presented its first Code of Ethics to employees in 2001, after which the other Group companies
followed suit, adopting their own Codes of Ethics.
The growing commitment to corporate social responsibility and increasing focus on sustainability by each
Group company gradually led to a growing awareness of shared values.
Thus, in 2013, a single, complete document setting out the common values and principles of conduct in
respect of each stakeholder was drawn up for the whole Reale Group.

The principles and provisions set out
in the Code of Ethics are binding on all
stakeholders who engage in business
with Reale Mutua.
Any facts, events or circumstances which
are deemed to constitute a breach of the
principles and values set forth in the Code
of Ethics may be reported by e-mail to:
etica@realemutua.it.
The online version of the Code of Ethics is
available on the Reale Mutua website:
http://www.realemutua.it
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In 2015 Reale Group revised the Code in
light of changes affecting the corporate
structure and the new Group brand.
The latest version contains the new
company name and logo, the inclusion
of Reale Ites EGEI (set up in 2014) and a
brief history of the organisation, from the
founding of Reale Mutua up to Reale Group
as we know it today.

Directors: workshop
A workshop was held in October for Members of the Board of Directors, the Board of Statutory Auditors
and Top Management of Reale Group companies.
Objective: to focus on the importance of having a Code of Ethics and understanding the methods of control.
A summary of the main points that emerged is provided below.
The Code of Ethics is a corporate governance and management tool that can be used to:
•
•
•
•

define what the Company regards as “correct standards of conduct”;
officially establish and disseminate the business culture both within and outside the Company;
set up a control system to ensure the correct application of procedures;
manage relations with internal and external stakeholders efficiently (map of stakeholders).
Each Company is expected to pursue the following goals:

• establish corporate objectives that are consistent and compatible with the principles set forth in
the Code;
• guide employees and co-workers in their observance of the Code and standards of reference;
• provide proper training, within the areas of their competence for employees and internal and
external co-workers;
• implement processes and procedures for applying and monitoring the Code;
• immediately report any cases of possible infringement of the Code of Ethics or reference
standards based on their own findings or information provided by their co-workers;
• protect anyone reporting possible infringements of the Code of Ethics or of the reference
standards against any form of reprisal.

Meeting with Supervisory Bodies
In October 2015 the CSR department met the Supervisory Bodies of the various Group companies in a
joint session to report on compliance with the principles and values set out in the Code of Ethics and any
reported cases of non-compliance.
Based on the information received, the Supervisory Bodies were of the opinion that the activities undertaken
confirmed their view that the Group Code of Ethics has been properly implemented and
managed by each company. Certain aspects will require constant monitoring and
the document will also have to be reviewed in consideration of developments
in the best practices applied by other companies.
Following the dedicated workshop referred to previously, the Supervisory
Bodies pointed out the need for Reale Mutua to bring the process for
submitting reports to dedicated mail boxes into line with current practice
and strengthen dialogue with the agency networks to increase synergy.

The values of the Code of Ethics
are an important tool in internal
and external communications.
That is why the Supervisory Bodies
decided to underline the importance
of improving this dialogue with
all stakeholders.
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Environmental policy
The Group’s environmental commitment has deep-rooted origins and, in keeping with the principles of
mutualism, Reale Mutua has always paid close attention to the needs of the community in which it
operates and of its various stakeholders. This unfailing commitment to protecting the environment is
Group-wide and serves as a stimulus for continuous improvement in this area.

The Group’s Environmental Policy Statement is provided below.
Reale Group undertakes to consider safeguarding the environment as another element of
excellence and to make this commitment a distinctive feature of its business practices in
underlining the position of Reale Group as a market leader.
The pursuit of excellence in environmental performance is the key factor for improving the world
we live in: it is something we owe to the environment, our member-policyholders, our customers,
our suppliers and all those who directly or indirectly work alongside us.
The Environmental Policy sets out guidelines for implementing the Group’s environmental
management system in accordance with UNI EN ISO 14001.
The aim is to guarantee full
compliance with the law in question applicable to its activities, strive for continuous improvement
in its environmental performance and prevent pollution.
Through its Environmental Management System, Reale Group intends to:
• prevent pollution directly or indirectly attributable to its activities by adopting the best
economically viable technologies available;
• optimise the use of natural resources in its business activities by paying systematic attention
to energy efficiency and the reduction of CO2 emissions;
• adopt a procurement policy that gives preference to equipment and consumables that have a
low environmental impact throughout their life cycle;
• plan and implement training packages to ensure that all those who work for the Group are
aware of their environmental responsibilities and the importance of their contribution to
saving resources and reducing waste;
• foster the dissemination of environmental policies and the adoption of environmental
management systems;
• promote the adoption of environmentally sustainable practices by customers and/or suppliers
by encouraging them to choose certified undertakings;
• develop new insurance, banking and financial products that foster the adoption of ecosustainable practices by their member-policyholders and customers;
• strengthen the Group’s support for associations and bodies involved in nature preservation,
environmental education and information.
Reale Mutua recognises the importance of environmental sustainability in order come closer to people,
especially its member-policyholders, firmly convinced of the need to adopt an ethical approach on
environmental issues in order to act responsibly and meet the needs of society, fulfil its commitments
as a mutual and at the same time create value and competitive advantage.
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2015 was a special year for Reale Mutua, studded with a wealth of activities and actions that
demonstrate its dedication to attaining truly sustainable growth.

Our road to Sustainability

2010

2011

2012

Creation of the
Environmental
Management Policies
office (EMP)

Reale Mutua’s
Environmental
Policy adopted

Reale Mutua obtains
certification to
ISO 14001

2014

2015

• Group Environmental Policy
adopted
• Group Environmental
Management System adopted
• Banca Reale obtains
certification to ISO14001

• Reale Mutua obtains re-certification
• Italiana Assicurazioni obtains
certification
• Blue Assistance obtains certification
• Revised version of the Environmental
Policy adopted following the launch 		
of the new brand
• Reale Immobili starts certification
process

The principles of
environmental
sustainability are part
of a process with
important goals.

In 2012 Reale Mutua was
the first Italian insurance company
to obtain the prestigious certification
to ISO 14001,
awarded by RINA
Services S.p.A. and in 2014 the
Group-wide Environmental
Management System
was implemented.

This paved the way for the certification of Banca Reale,
Italiana Assicurazioni and Blue Assistance and allowed Reale
Immobili to initiate its certification process. In the same spirit
and just as importantly, the Group Environmental Policy was
approved in 2015. This too has now been adopted by the
Boards of Directors of all the subsidiaries, including Reale
Seguros in Spain.
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Reale Mutua’s role
in international working groups

In recent years Reale Mutua Assicurazioni has strengthened its commitment to actively participate in associations and
networks in the insurance sector, and in the field of social responsibility, especially with a view to exchanging experience and
developing a more international outlook. The aim is to exchange best practices and pool expertise, which can often give rise
to new business relations.
AMICE
The Association of Mutual Insurers and Insurance Cooperatives in Europe (AMICE) was
formed in January 2008 from the merger of ACME and AISAM to represent and give voice to
mutual insurers and insurance cooperatives in Europe. The working group acts as a place where
insurers can combine resources and expertise, exchange cross-border experience, and discuss
key issues related to planned legislative and regulatory changes.
Based in Brussels and with more than 105 members, the Association represents one third
of all European insurers and about 20% of total premiums. Reale Mutua has been a member
ever since it was founded. Representatives from the Company take part in the various working
groups, which are seen as an opportunity to exchange knowledge and expertise and disseminate
the values of mutual insurance in Europe.
http://www.amice-eu.org

EURAPCO
In 2015 Reale Mutua with its Group embarked on the procedure to become a member of
Eurapco, actively participating in its working groups and meetings.
Eurapco is a strategic alliance of European mutual insurance companies. Partners aim to
benefit from their involvement on the international stage to strengthen their ability to operate
in their local markets, and are unified in one goal: to create value together. The alliance currently
consists of eight partners that operate in 18 countries across Europe. Key themes in its strategy
are: welfare, innovation and digitalisation.
Eurapco acts as a centre of excellence, focusing on the sharing of knowledge and best practices
as well as innovative research. After completing the trial period, Reale Group became a
Permanent Member of the alliance on January 1, 2016.
http://www.eurapco.com
FORETICA
The Group takes an active part in the working groups set up by Foretica, an association of
business enterprises and professionals concerned with cultivating social responsibility. Its
mission is to promote a culture of ethical management and social responsibility by providing
knowledge and tools for successfully developing a competitive and sustainable business model.
To date its members consist of more than 140 legal entities and 100 individuals.
http://www.foretica.org
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ANIA
The Group exchanges information with ANIA (the Italian National Association of Insurance
Companies) on issues in connection with sustainability and social responsibility. It also takes
part in round table discussions organised by ANIA and specific working groups.
http://www.ania.it
FONDAZIONE SODALITAS
Fondazione Sodalitas is the biggest association in Italy engaged in fostering and promoting
sustainable business practices. Its members are more than 100 companies committed to
mainstreaming sustainability into policy-making. Reale Mutua has been a member of Sodalitas
since 2010 and takes an active part in projects and working groups on issues including the
Charter for Equal Opportunities and Equality at Work. In 2014 it strengthened its relationship
with the Foundation, exchanging experiences, skills and best practices.
http://www.sodalitas.it
CSR EUROPE
CSR Europe is a European business network with 42 Partner Organisations. Its aim is to
support companies to positively contribute to society, in terms of sustainable growth. Its
mission is to foster collaboration, also by engaging with a wider range of international players
to share goals and achievements. In keeping with its mutualistic nature, Reale Group has been
an active institutional partner of CSR for several years and has taken part in working groups
on the topic of CSR.
http://www.csreurope.org/
CSR MANAGER NETWORK
The CSR Manager Network Italia is the Italian association that brings together professionals
from all types of organisations (businesses, corporate foundations, professional societies, PAs
and non-profit organisations) who are involved in the management of socio-environmental and
sustainability issues related to business activities.
Its main activities include: the promotion and dissemination of sustainability through national
and international seminars, workshops, laboratories, etc. and the publication of newsletters
with information on national and international best practices. It also represents its members visa-vis public authorities, business associations, trade unions, environmental organisations and
other NGOs in the tertiary sector; it is a point of reference as a network of similar associations
that deal with these topics.
http://www.csrmanagernetwork.it/
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The CSR function’s participation in dialogue
events*

Reale Mutua has always recognised the importance of exchanging experience and actively participates in initiatives to promote
dialogue on the subject of sustainability. The Company took part in several events in 2015, details of which are provided below.

Expo 2015
Expo 2015 provided a wealth of opportunities to discuss sustainability. Reale Mutua attended a number of workshops addressing
this topic. These meetings were a useful opportunity for dialogue, and the various presentations were followed by debates in
which participants were able to exchange ideas. We took part in the following workshops:
“Food and finance: from unregulated speculation to a new architecture”
“Communicating sustainability”
“Changing quality standards: A new sustainable business model: The story of Icam chocolate in Uganda”.

LAST CALL TO EUROPE 2020: THE NEW FACE OF SUSTAINABILITY
LAST CALL TO EUROPE 2020 was an international conference on sustainability hosted by Fondazione Sodalitas on June 19
during Expo 2015, with the contribution of CSR Europe.
The MILAN MANIFESTO ENTERPRISE 2020 was officially launched at the conference, calling for European businesses and
governments to work together to achieve sustainable, inclusive growth. Reale Mutua signed the Manifesto, along with Sodalitas
and CSR Europe’s Partner Organisations. The signatories undertook to implement the European Agenda on Sustainability in the
28 Member States.
The Manifesto was officially presented to the European Commission on November 16-17, during the ENTERPRISE 2020 SUMMIT.
THE AIMS OF THE MANIFESTO

1

Make employability and inclusion a priority in order to tackle the biggest challenge facing Europe:
lack of growth, by increasing public-private partnerships on work and education, workplace
innovation and entrepreneurship support. The challenge for businesses is to enhance employability
through formal and non-formal learning of hard and soft skills, thereby contributing to making
Europe the best place for work.

2

Stimulate companies to engage as committed partners with communities, cities and regions to
develop and implement new sustainable production methods, consumption and livelihoods,
through a systematic engagement with local governments and community stakeholders. A more
circular approach limits the use of natural resources and environmental impacts while also creating
jobs and strengthening the economy.

3

Put transparency and respect for human rights at the heart of business conduct, by pushing for
better governance, stakeholder engagement and reporting systems, and guaranteeing integrated,
innovative management of the entire value chain.

* For further information about the events referred to, please contact:
direzioneresponsabilitasocialeimpresa@realemutua.it
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Sodalitas Social Award
The Sodalitas Social Award for corporate sustainability was established in 2003 and is one of the schemes that has contributed
most to promoting the culture of corporate sustainability and its integration into business strategies.
Each year’s edition addresses a specific theme and different award categories. The Group took part in this year’s edition with
three projects:
THE “ITALIANA ASSICURAZIONI FOR DYNAMO CAMP” LIFE INSURANCE PRODUCT
Dynamo Camp is a non-profit social solidarity organisation providing health and social services. To date, it is the only Therapeutic
Recreation Camp in Italy specifically designed for children with serious illnesses.
The insurance product in question has ethical and social implications. It falls within the ethical dimension of Italiana Assicurazioni
and of the Group, in that it targets people who are mindful of those in need: contracting parties who purchase this policy make
an indirect contribution to support the work of Dynamo Camp. Italiana Assicurazioni promises to make a charitable donation to
the Association within the first 90 days of each year, amounting to 0.030% of total premium income on the tariff in the previous
year, with a minimum donation of € 3,000.
“D.A.P.A.R.I.” PROJECT (DISABILITY AT WORK, ADVANCED PROFESSIONALISM RESEARCH AND INTEGRATION)
Under the D.A.P.A.R.I. project, an employee of Reale Mutua who has a maths degree and is partially sighted, spends paid time,
during her working hours, working with the Department of Mathematics at the University of Turin to transcribe texts containing
formulas, graphs and tables into a format accessible to blind or partially sighted people. The purpose of this project is to assist
young people through school and university and accompany them into the world of work. Aim: to find the best solutions for
people with impaired vision who study scientific subjects or are required to meet the constantly changing needs of the companies
where they work.
“REALMENTE PROTETTI AL MUSEO”
Reale Mutua has its own Historical Museum, which opened in 2007 and houses a selection of the most important documents
from its Historical Archives. The installations and exhibition spaces were extended and renewed in 2013 and the exhibits are
now housed in eight rooms covering an area of some 400 square metres. It is open to the public, with free admission and guided
tours. In September 2014 the Museum launched the “Realmente Protetti al Museo” project for primary and middle school pupils.
The children were accompanied through the museum and the Company provided specific teaching materials for the different
age groups, to help them learn more about the culture of insurance and the concepts of risk and protection. It was also an
opportunity for them to learn about the history of Turin and Italy from a new perspective.
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BBS – Social Report Library
The purpose of this Association is the promotion and fruition of social, environmental and sustainability
reporting by Italian businesses. It has developed an easily-accessible systematic database with information
about each company. It holds social reporting meetings and workshops and also runs the Areté Social
Reporting Award scheme for the report that best portrays the value “produced” by the company.
• In a meeting on the EU Directive in the making, which will amend the rules for reporting non
financial data, Reale Mutua discussed the focal points of the new provisions from the insurer’s
perspective.
• Participation in the Areté Award: best Sustainability Report of the year, in which Reale Mutua was
among the finalists.

NIBR – Italian network for business reporting
The NIBR (Italian network for business reporting) is the official point of reference in Italy for the World
Intellectual Capital Asset Initiative (WICI), the global business reporting network. The NIBR was set up
to help companies prepare their sustainability reports. The need to define a new business reporting tool,
which must include both financial and non-financial data, is now a priority for companies wishing to act
and communicate transparently.
In 2015 Reale Mutua took part in meetings on the subject of integrated reporting and the
implementation of the new provisions.

Friends of the Museum Association
Each year Reale Mutua and the Friends of the Museum Association hold a competition open to pupils
from a number of schools in Turin on the subject of corporate social responsibility, with specific reference
to mutual insurance companies. This year was no exception, and the Company contributed by presenting
its experience and answering pupils’ questions.

CSR and social innovation exhibition
Passion and inspiration are the two key words that formed the guiding thread of the 2015 edition of the
“CSR and social innovation exhibition”. The annual event centred around corporate social responsibility
is organised by Bocconi University, the Italian Union of Chambers of Commerce,, CSR Manager Network,
the Italian Cooperative Alliance, Fondazione Sodalitas and Koinètica. Reale Mutua contributed to the
organisation of the event and the HR and CSR functions took part in two round table discussions.
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A summary of their contributions is provided below.
A PACT BETWEEN GENERATIONS: SHARING AND COOPERATING
Changes in the world of work, employment laws and demographics have made it necessary for companies
to review their management strategies. Specifically, improvements in life expectancy and people staying
in work longer have had a significant social and economical impact and strongly affected companies,
which have been called upon to develop socially responsible solutions.
One of the key words that best describes the intervention by the HR function is AWARENESS, which
reflects Reale Group’s conscious commitment to addressing cultural change by upholding concepts such
as continuous learning and self-development.
The starting point for this process is GETTING TO KNOW every single person by acquiring detailed, wellstructured information using conventional HR tools (e.g., performance management, assessment of
potential, etc.) and by investigating new areas, such as engagement and motivation. All this is accompanied
by the desire to know what people want, need and expect.

The aim is to bring out “the best in everyone”, overcoming the concept of “absolute talent” (i.e. a
quality of few) to make “individual qualities” (which everyone has) emerge. If we act on improving
and developing professional skills and on enhancing the worth of each single person, our employees
will increase and maintain their employability in time.

BIG COMPANIES, GREAT HISTORIES: SUSTAINABILITY AS PART OF THE BUSINESS CULTURE
The intervention by the CSR function focused on the continuity of Reale Mutua and of the Group as an
organisation with its roots in the last century with an unfailing commitment to the principles of mutualism
that has strengthened its sense of identity. This is borne out by the recent changes to the names and brands
of its companies. Reale Mutua has essentially always “done” social responsibility, even in the days before the
concept of sustainability existed, because it is in its DNA.
Starting from the three dimensions of
sustainability, namely social, environmental
and economic responsibility, the CSR function
presented the Group’s most significant projects
and activities, underlining the ethical aspects as
well as the economic value of each one.

The Group wanted to convey
the message that a policy
which also leverages social
responsibility can achieve
results that guarantee
continuity by reducing risks to
reputation and disputes with
stakeholders.

45

Economic dimension

46

ECONOMIC MANAGEMENT

3
ECONOMIC
MANAGEMENT

48.........Economic management
49.........Distribution of value added
50.........Mutuality benefits
52.........Mutuality initiatives

47

Economic management

[G4-EC8]

REALE MUTUA ASSICURAZIONI - MAIN FINANCIALS
2015 (€/k)

2014 (€/k)

2013 (€/k)

2,227,084

2,194,616

1,990,529

Non-motor business

835,088

803,649

857,217

Motor TPL

578,548

584,931

497,119

Life

813,448

806,036

636,193

3,513

3,272

4,294

2,230,597

2,197,888

1,994,823

6,74,316

6,531,933

6,086,805

Non-life

2,434,443

2,457,870

2,537,546

Life

4,539,873

4,074,063

3,549,259

Total claims paid to policyholders and damaged parties

1,464,862

1,403,136

1,452,303

Capital investments

7,932,821

7,420,812

6,885,147

Net result for the year

59,411

98,764

88,254

Combined Ratio

95.79%

92.57%

94.32%

Solvency Ratio (Non-life + Life)

458.4%

454.6%

462.5%

Direct business premiums

Indirect business premiums
Total premiums
Total technical provisions

Reale Mutua Assicurazioni gross premiums written for direct business
ACCIDENT

HEALTH

GOODS
TRANSPORTED

6.6% 6.4% 0.3%

12.2%

TPL MARINE,
LAKE, RIVER
CRAFT

0.1%

FIRE AND NATURAL
FORCES

OTHER PROPERTY DAMAGE

14.5%

TPL LAND
VEHICLES

33.6%

NON-MOTOR TPL

14.8%
SURETIES

HULLS
LAND VEHICLES

7.2%

2.1%

OTHER
NON-LIFE BUSINESS

2.2%

%NON-LIFE BUSINESS 2015
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HUMAN LIFE

PENSION FUNDS

75.1%

2.9%

INVESTMENT
FUNDS

11.4%

CAPITAL
REDEMPTION

10.6%

% LIFE BUSINESS 2015

[G4-EC1]

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 the insurance sector, value added is defined as the difference between the value of the services produced and the costs of
carrying on business and purchasing the goods and services used in company operations.
In 2015 the Company generated total value added of around € 714 million.
The decrease compared to 2014 was a direct consequence of the reduction in the net profit for the year, mainly due to the
absence of the extraordinary tax items that were a feature of the previous year’s accounts.
The breakdown of value added among the various stakeholders is as follows.
DISTRIBUTION OF VALUE ADDED (in thousands of euro)
2015

2014

2013

CHANGE

BREAKDOWN

10,163

9,888

6,814

2.78%

1.4%

117,149

130,190

116,327

-10.02%

16.4%

23,715

30,412

25,224

-22.02%

3.3%

781

1,749

1,438

-55.35%

0.1%

Agents and other intermediaries

308,837

320,474

291,705

-3.63%

43.3%

External co-workers (suppliers, adjusters, advisers)

191,676

167,002

158,164

14.77%

26.9%

59,411

98,764

88,254

-39.85%

8.3%

1,840

1,463

1,213

25.77%

0.3%

713,572

759,942

689,139

-6.10%

100.0%

Member-policyholders
Employees
State:
- central government
- local government

Business system
Society
TOTAL

Distribution of value added

EXTERNAL
CO-WORKERS

26.9%

BUSINESS SYSTEM

8.3%

AGENTS

43.3%

SOCIETY

0.3%
MEMBERPOLICYHOLDERS

LOCAL AND CENTRAL
GOVERNMENT

3.4%

EMPLOYEES

16.4%

1.4%
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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). This consists of:
• reductions on premiums or extension of cover for Non-life policies at no additional charge;
• increased returns for Life policies.
The distribution of mutuality benefits between 2006 and 2015 is reported in the table below.

MUTUALITY BENEFITS BETWEEN 2006-2015 - DISTRIBUTED*

*

YEAR

AGRICULTURAL
UNDERTAKINGS

COMMERCIAL
ENTERPRISES

HOUSEHOLDS

LIFE

TOTAL

2006

3,191

-

-

4,249

7,440

2007

3,182

3

0

3,798

6,983

2008

1,311

1

1,972

5,806

9,090

2009

1,427

0

1,953

4,887

8,267

2010

883

0

1,104

2,062

4,049

2011

422

39

2,717

2,006

5,184

2012

362

7

2,472

2,307

5,147

2013

1,073

-

3,907

4,735

9,715

2014

459

51

4,344

5,034

9,888

2015

440

57

4,571

5,095

10,163

Total

12,750

158

23,040

39,978

75,926

amounts are expressed in thousands of euro

** of which € 2,900 thousand for extraordinary amounts in the Non-life business

7,592.60
average
2006-2015

Further information is provided in chapter 1.5:
“Summary of Results” of the Report on Operations.
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**

Over the last ten years Reale Mutua has distributed around € 76 million, for a total of more than 1,421
thousand contracts, as follows:
MUTUALITY BENEFITS DISTRIBUTED (2006 - 2015)*

Policies for agricultural undertakings

12,750

Policies for commercial and other enterprises

158

Policies for households

23,040

Life policies

39,978

TOTAL

75,926

MUTUALITY BENEFITS DISTRIBUTED – TOTAL BY BUSINESS*
2015

2014

2013

% CHANGE

NON-LIFE

5,068

4,854

4,980

4.4%

LIFE

5,095

5,034

4,735

1.2%

10,163

9,888

9,715

2.8%

TOTAL

Mutuality benefits*

10,163

5,068

2015

4,854

4,980

2014

2013

NON-LIFE BUSINESS

*

5,095

2015

5,034

2014

9,888

9,715

4,735

2013

LIFE BUSINESS

2015

2014

2013

TOTAL BY BUSINESS

amounts are expressed in thousands of euro

51

Mutuality initiatives
YOUNG VIPs

Special
In 2015 Reale Mutua was particularly attentive to the needs of its policyholders and their
initiatives such as
families. In the last quarter of 2015 the Company launched a prevention campaign dedicated
the YOUNG VIPs
to its policyholders’ children and grandchildren aged between 5 and 14 years.
preventive health care
scheme are an example
of how we meet the
needs of our memberpolicyholders.
Under the YOUNG VIPs scheme, Reale Mutua decided to allocate € 5 million to
preventive health care for its member-policyholders’ children and grandchildren aged
between 5 and 14 years.

The prevention campaign, called YOUNG VIPs, was launched on September 7, 2015, to uphold the Group’s
values and support Italian families in three important areas of preventive health care: sports check-ups,
eye tests and dental examinations.
Policyholders were able to request a voucher for their children or grandchildren valid for one of the
following specialist medical examinations:
• a sports check-up to obtain the medical certificate of “fitness to practice non-competitive sports”;
• an eye-test, to check the health of their eyes;
• a dental examination including scaling and fluoride treatment to ensure their oral hygiene.
Participants have until December 31, 2016 to use the YOUNG VIPs voucher at one of over 1,700 facilities
that are part of the Blue Assistance network. These facilities are selected on the basis of strict quality
criteria and are continuously monitored to guarantee an excellent standard of service.
Our agencies also supported and advertised the
campaign, distributing vouchers to their
customers as soon as the project was
launched and hosting targeted events.

Reale Mutua
distributed more than
41,000 vouchers to its
member-policyholders
and insureds of Italiana
in just 4 months.
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Insureds embraced the YOUNG VIPs
initiative with enthusiasm.
Reale Mutua and Italiana
Assicurazioni distributed more
than 41,000 vouchers in just 4
months.

ECONOMIC MANAGEMENT

YOUNG VIPs also received a
Special Mention in the 2015
edition of the “MF Innovation
Award” organised by the Milano
Finanza financial newspaper,
as an example of Reale Group’s
special attention towards its
customers’ needs.

YOUNG VIPs PREVENTIVE HEALTH CARE CAMPAIGN
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Workforce as at December 31, 2015
Workforce and breakdown of employees by type of contract
TYPE OF CONTRACT
OPEN-ENDED
2015

2014

2013

2015

2014

2013

Men

573

707

704

18

2

0

Women

526

596

594

28

2

0

1,099

1,303

1,298

46

4

0

TOTAL

Breakdown of
employees by type
of contract
(full-time/part-time)
and gender

Percentage of
employees on the
payroll by gender

48%

FIXED TERM

WOMEN: 554

586

490

698
484

454

1,040

1,145

704

1,194

1,182

FULL-TIME

2015

2014

2013

Grand total

There was a reduction in the
workforce as from January 1, 2015
compared to 2014, owing to the
transfer of employees from
Reale Mutua to Ites.

MEN: 591

52%

100
5

105

110

108

6

5

113

116

PART-TIME

2015

56

EMPLOYEES

2014

2013

Percentage of employees by type of contract (full-time/part-time) and gender
PART-TIME: 100

18%
FULL-TIME: 1,040

FULL-TIME: 586

91%

FULL-TIME: 454

99%

82%

PART-TIME: 105

PART-TIME: 5

9%

1%

TOTAL: 1,145

MEN: 591

WOMEN: 554

Breakdown of employees by professional category and gender
PROFESSIONAL CATEGORY
MANAGEMENT

MIDDLE MANAGEMENT

TOTAL

OFFICE STAFF

2015

2014

2013

2015

2014

2013

2015

2014

2013

2015

2014

2013

37

37

38

206

218

210

348

454

456

591

709

704

5

5

4

53

51

48

496

542

542

554

598

594

42

42

42

259

269

258

844

996

998

1,145

1,307

1,298

Men
Women
TOTAL

Percentage of employees by professional category and gender
MANAGEMENT: 42

3%

MANAGEMENT: 37

6%

MIDDLE
MANAGEMENT: 259

74%

TOTAL: 1,145

1%

35%

23%
OFFICE STAFF: 884

MIDDLE
MANAGEMENT: 206

MANAGEMENT: 5

OFFICE STAFF: 348

59%

MEN: 591

MIDDLE
MANAGEMENT: 53

9%

IMPIEGATI:
OFFICE
FULL TIME:
STAFF:
348454
496

59%
90%
81,9%

WOMEN: 554
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Breakdown of employees by professional category, age group and gender

PROFESSIONAL CATEGORY – AGE GROUP – GENDER
< 30

30-50

TOTAL

> 50

MEN

WOMEN

MEN

WOMEN

MEN

WOMEN

MEN

WOMEN

Management

-

-

20

3

17

2

37

5

Middle management

-

-

104

34

102

19

206

53

Office staff

32

32

188

320

128

144

348

496

TOTAL

32

32

312

357

247

165

591

554

Breakdown of employees by protected category and gender
PROTECTED CATEGORIES
2015

2014

2013

Men

26

27

26

Women

43

45

41

TOTAL

69

72

67

Breakdown of employees by protected category and gender
(details for 2015)
PROTECTED CATEGORIES

Disabled civilians

WOMEN

17

33

Disabled as a result of occupational injuries

2

-

Blind

1

1

Orphans and widows

2

6

Refugees

2

1

Deaf and dumb

2

3

26

43

TOTAL

58

MEN

EMPLOYEES

Selection and turnover
Selection and recruitment are performed according to principles of fairness and impartiality.
Reale Mutua resorted to the use of fixed-term employment contracts in 2015 to meet a temporary need
for resources, on technical grounds or for production, organisation or replacement purposes.

68 new employees were hired in 2015, most of whom were under the age of 30. The majority of
new recruits were women.
Selection and recruitment activities focused on junior staff, who were hired on work placement schemes
under agreements with universities and then gradually hired on the basis of fixed-term and eventually
open-ended contracts.
55 people left the Company, through the voluntary redundancy incentive plan, by resigning or due to
death. This contributed to a notable generational change.

New-hires and leavers by gender
NEW-HIRES BY GENDER

LEAVERS BY GENDER

2015

2014

2013

2015

2014

2013

Men

25

18

26

13

13

5

Women

43

22

22

42

18

5

TOTAL

68

40

48

55

31

10

New-hires by age group and gender
< 30

30-50

TOTAL

> 50

2015

2014

2013

2015

2014

2013

2015

2014

2013

2015

2014

2013

Men

15

6

12

9

11

14

1

1

0

25

18

26

Women

21

6

11

20

15

10

2

1

1

43

22

22

TOTAL

36

12

23

29

26

24

3

2

1

68

40

48

59

Percentage of new-hires by age group and gender
MEN: 15

MEN: 9

42%

MEN: 1

31%

WOMEN: 21

33%

WOMEN: 20
DONNE

58%

TOTAL <30: 36

WOMEN: 2

69%
58%

67%

TOTAL 30-50: 29

TOTAL >50: 3

Leavers by age group and gender
< 30

30-50

TOTAL

> 50

2015

2014

2013

2015

2014

2013

2015

2014

2013

2015

2014

2013

Men

0

1

0

1

4

1

12

8

4

13

13

5

Women

4

3

0

4

1

0

34

14

5

42

18

5

TOTAL

4

4

0

5

5

1

46

22

9

55

31

10

Percentage of leavers by age group and gender
MEN: 0

MEN: 1

0%
WOMEN: 4

100%
TOTAL <30: 4

20%

EMPLOYEES

26%

WOMEN: 4

WOMEN: 34

80%

TOTAL 30-50: 5

The employee turnover rate was

60

MEN: 12

74%

TOTAL >50: 46

10.03%

Employees by length of service and gender
<3
2015

3-10

% 2014 2013 2015

11-20

% 2014 2013 2015

TOTAL

> 20

% 2014 2013 2015

% 2014 2013 2015

% 2014 2013

Men

57

44

48

51

157

44

218

213

115

58

132

130

262

57

311

310

591

52

709

704

Women

72

56

51

56

196

56

216

217

82

42

95

77

204

43

236

244

554

48

598

594

129

99

107

353

434

430

197

227

207

466

547

554 1,145 466 1,307 1,298

TOTAL

Percentage of employees by length of service and gender
MEN: 57

MEN: 157

44%

WOMEN: 82

44%
WOMEN: 72

56%

TOTAL <3: 129

WOMEN: 204

42%
WOMEN: 196

43%
MEN: 115

56%

MEN: 262

58%

TOTAL 3-10: 353

57%

TOTAL 11-20: 197

TOTAL >20: 466

Trends in promotion of employees by gender
Year

2011

2012

2013

2014

2015

Men

50

39

47

57

39

Women

54

37

51

40

57

TOTAL

104

76

98

97

96

WOMEN

MEN

58.8%

58.8%

60.0%
55.0%

51.9%

51.3%

52%

48.1%

48.7%

48%

50.0%
45.0%

40.2%
41.2%

40.0%

2011

2012

2013

2014

2015
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Academy
The corporate university for Reale Group employees overhauled its organisational structure in 2015.
The Training (now Learning Centre) and Social Collaboration functions were incorporated into Internal
Communication and Professional and Managerial Development. The aim was to offer a more peopleoriented service, since people are regarded as being central to the Group’s success, and to create the
conditions so that everyone can become a leading player in the changes currently taking place. The
initiatives undertaken focused on three main areas: cross-generational interaction, digital innovation and
corporate well-being.

The Learning Centre is dedicated to providing continuous training and updating for Group employees. As
well as more traditional courses, it also engages in activities to support organisational development and
help people achieve their best. The main initiatives are outlined below:
LEARNING CENTRE

DELEGATION OF POWERS

OVER 55s

This is a course for management and
middle management. The aim is to
encourage the use of delegation of tasks
as a strategic management tool, in order
to enhance decision-making capacity
and so foster overall organisational
development.

This was a specific training plan for the over 55s. It included the presentation of scenario simulations
(related to changes in the insurance markets and the digital revolution), activities to enhance personal
performance, mentoring and reverse mentoring.
The latter involved situations in which two
generations (Over55s and GenY) were required to work together and exchange ideas, to help them
recognise and appreciate their differences and share one another’s skills and experiences, capitalising
on the results to benefit the Company.

PARENTING

WE CARE ABOUT YOUR HEART

SUPPORT FOR DEFINING STRATEGIES

The aim of this initiative is to improve
the work-family life balance, especially
for those with young or teenage
children, to help them reconcile their
professional commitments with those
as parents.

This initiative followed the decision by Reale
Group to install defibrillators in its offices,
as part of a move to raise awareness about
cardiac risk among its employees.

Various programmes were implemented to
support employees during the process of
change on which the Group has embarked. The
development of soft skills was accompanied
by activities to teach people the hard skills they
need to master new ways of working, especially
in view of the digitalisation of the agency
network. In this respect, internal colleagues
made a fundamental contribution by sharing
their knowledge through co-design and teaching
activities.

The Company provided a special course, in
collaboration with Piemonte Cuore Onlus,
on the use of defibrillators. Participants
were able to obtain the international EFR
(Emergency First Response) certificate.

Further information is provided in chapter 1.8: “Human Resources” of the Report on Operations.
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DICES

DIGITAL ACCELERATOR

SOCIAL APERITIFS

DICES is the name of a
development path for
Management on the use of
digital technology. It will initially
address individual managers
and then gradually be extended
to their co-workers, and
eventually down to projects
for line units.

The Digital Accelerator is a
one-year training course on
digital culture, methods and
tools.
It addresses employees of
all Group companies, using a
bottom-up approach.

Other initiatives, such
as the “social aperitifs”,
are open to everyone
after work, to discuss
issues such as personal
branding
or the
risks and opportunities
of internet.

The process to disseminate a
digital culture has moved on
from an experimental stage to
a structured set of activities to
support our colleagues during
the revolutionary changes
that have been brought about
by social media and related
technologies.

The total number of employees at Reale Mutua and total and average hours of training in 2015 are shown in the tables below:

PROFESSIONAL
CATEGORY
Office staff
Middle Management/
Supervisors
Management
TOTAL

TOPIC
Legislation
Foreign Language

EMPLOYEES

HOURS OF TRAINING

AVERAGE HOURS OF TRAINING

WOMEN

MEN

TOTAL

WOMEN

MEN

TOTAL

WOMEN

MEN

TOTAL

510

399

909

8,031

9,623

17,654

15.7

24.1

19.4

41

158

199

1,047

4,200

5,247

25.5

26.6

26.4

5

37

42

73

563.5

636.5

14.6

15.2

15.2

556

594

1,150

9,151

14,387

23,538

16.5

24.2

20.5

OFFICE STAFF

MIDDLE MAN./SUP.

MANAGEMENT

TOTAL HOURS OF TRAINING

WOMEN

MEN

WOMEN

MEN

WOMEN

MEN

WOMEN

MEN

TOTAL

836.5

980.5

62

287

8

58

906.5

1,325.5

2,232

22.5

34

-

45

83.5

79

162.5

61

Managerial

3,165

3,227

428.5

1,387

20

148.5

3,613.5

4,762.5

8,376

Technical

3,969

5,415

533.5

2,492

45

312

4,547.5

8,219

12,766.5

8,031.5

9,622.5

1,046.5

4,200

73

563.5

9,151

14,386

23,537

TOTAL

TYPE OF
TRAINING

OFFICE STAFF

MIDDLE MANAGEMENT

MANAGEMENT

TOTAL HOURS OF TRAINING

WOMEN

MEN

WOMEN

MEN

WOMEN

MEN

WOMEN

MEN

TOTAL

In-company classroom

6,211

8,587

877

3,538

33

421

7,121

12,546

19,667

External classroom

1,069

506

127

491

32

116

1,228

1,113

2,341

Online

751.5

529.5

42.5

171

8

26.5

802

727

1,529

TOTAL

8,031.5

9,622.5

1,046.5

4,200

73

563.5

9,151

14,386

23,537
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The Professional and Managerial Development function fosters continuous growth and learning through
knowledge-building and professional paths in the form of individual development plans. This is expected
to make internal employability more consistent with the goals/strategic guidelines of Reale Mutua and the
other Group companies and able to adapt to external changes in order to guarantee long-term continuity
and sustainability.
PROFESSIONAL
AND MANAGERIAL
DEVELOPMENT

The underlying logic in this area represents a new paradigm: today people take responsibility for their
own personal and professional growth and work in partnership with their supervisors to seek new
opportunities with which to experiment and on which to act. Accountability and self-development thus
denote the new approach that people are expected to adopt in respect of their future career.

The Development function operates across different target populations, maintaining a specific focus on
the issue of generational change, which has permeated HR policies in recent years. The enhancement,
guidance and development activities continued to be implemented under the V.O.S. Project addressing
Reale Group’s GenY employees (aged under 31), set up within the framework of the “2.0
Generational Model” strategic activity-based management project. The Development
Centre project came to an end in 2015 (12 editions, involving 120 young people). This
provided a structured procedure for assessing people’s skills and potential (preTHE V.O.S. Project
classroom, assessment centres and interviews), and fostered the definition of
enhancement, guidance
individual development plans.

and development, for GenY
employees (aged under
31) was extended with a
new initiative addressing
innovation and change.

Because young people will be the workforce of the future, the V.O.S. Project
for GenY employees (aged under 31) was enriched with a new initiative related to the
issues of innovation and change. Participants were asked to complete a questionnaire to
assess their attitude to change. Based on the results that emerged from this assessment, a
creative thinking lab will be held in 2016, using different methods such as mental mapping
and internal innovation projects.

The Development function also played an active role in supporting the leadership process put
in place by Reale Group. It organised workshops for middle management aimed at building individual
development plans to bring managerial behaviour into line with the defined model. These workshops
were held after the “Leadership Model - Feedback 360°” questionnaire on requisite leadership behaviour
and involved 250 supervisors (for a total of 22 editions). They discussed the results that emerged at both
the individual level and as a whole and defined possible development actions.

GROUP LEADERSHIP MODEL
DEVELOP A
STRATEGIC VISION

SHARE AND
PURSUE OBJECTIVES
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EMPLOYEES

OUR FOCUS

GENERATE
ENGAGEMENT AND
RESPONSIBILITY

A “Leadership Model - Feedback 360”
questionnaire was prepared and administered
to more than 250 supervisors at every level. The
data collected were used to provide personalised
feedback and obtain a comprehensive vision of
leadership within the Company. The examination
of this map and its comparison with the defined
model formed the subject of leadership workshops
and have been included by Academy in its training
programmes, in order to fill the gaps and build on
the strengths, sharing common experiences and
individual development plans.

In 2015 the Internal Communication function adopted a new strategic positioning with the aim
of engaging all employees in the process of change taking place within the Group and increasingly
making use of social and collaborative media.

INTERNAL
COMMUNICATION

In this scenario, traditional methods are being replaced with more innovative tools and events are being
organised as part of an integrated editorial plan to make the various aspects of internal communication
more effective and better coordinated. In other words, the sector has set an evolutionary process in motion
so that, instead of being the storyteller, it will be able to take on the more active role of storymaker.

“NOTIZIE REALE GROUP”
In-house publication with news and information for employees, agents and co-workers of
Reale Group. Five ordinary numbers of Reale Group’s house journal were published in 2015
and 2 special editions; the latter were dedicated to the presentation of the new brand and
to the “Sport in the square” event open to the public, which was held in Turin in October.
Printed copies, the number of which has been significantly reduced in recent years, were all
produced on FSC paper.
The newsletter is available on Fabbrica Futuro, the social platform for employees, and on
the PuntoNet agents’ portal. A web version is also available online. Meanwhile, with the
completion of the project to convert the web format, we will now be able to stop printing
copies and go paperless. The results for 2015 were positive: 57,687 page views and
19,064 sessions for a total of 15,516 users.
In parallel, training initiatives were launched to improve the journalistic skills of editorial
staff (all of whom are employees of Group companies). One such initiative was the “Writing
workshop”, which featured the participation of two writers from Turin, Davide Longo and
Enrico Hemmert.

“REAL TIME DI GRUPPO”
This is the Group’s online newsletter published to mark events of particular
importance. There were 11 editions between January and May, when it was
transferred to “Fabbrica Futuro”.
“DIARIO”
Three editions of the news programme were produced in 2015. They were broadcast
to Reale Group employees (in Italy and in Spain) to keep them up-to-date on the
progress of strategic corporate projects; each edition was broadcast in Italian and
Spanish.
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SERVICE MEDAL AWARD CEREMONY
Colleagues who have been with the Company for 25 and 35 years were awarded their
service medals by General Management at an event held in May. Medals were awarded
to 84 employees, 69 from Reale Mutua, 12 from Italiana Assicurazioni and 3 from Reale
Immobili. The theme of this year’s edition was prevention, with a specific focus on heart
health. This choice stemmed from the fact that one of the projects for change launched by
the Group is dedicated to promoting a healthy and positive lifestyle.
Special guests at the event were Daniela Ascheri, president of the Vicenza Thrombosis and
Atherosclerosis (VITA) project (the first Public Access Defibrillation programme in Europe)
and Federica Lisi, who talked about her own personal experience as wife of the Italian national basketball player Vigor Bovolenta,
who died of a heart attack. During the ceremony Reale Mutua announced its partnership with the VITA Project and the non-profit
organisation Piemonte Cuore, which led to the installation of three defibrillators at the Company’s main offices. Reale Group is
thus a “cardioprotected” company. The rest of the Company’s employees were invited to the courtyard of Palazzo San Giorgio, at
Reale Mutua’s headquarters, where refreshments made with fresh, wholesome ingredients were served.
“FABBRICA FUTURO”
Fabbrica Futuro, a corporate social network for all Reale Group employees, was launched in
2015. Championed strongly by Top Management, its main purpose is to inform employees
and keep them up-to-date with news about the Group’s strategic projects.
It includes official and exclusive contents, interactive games, interviews with project team
members and change trainers. There are specific pages where official data are provided as
well as information about the progress of activities. Care is taken to make the contents useful and easy for all employees to use.
The aim is foster the involvement of all company functions and make them familiar with the projects, so that they can contribute
with ideas and ask for clarifications about how each project affects their day-to-day activities. Certain company functions also
experiment with digital communication as an institutional and engagement tool, to foster discussion about cross-cutting issues
such as cyber security, the environment and social responsibility. Besides serving as a space for information and discussion,
Fabbrica Futuro hosts a number of communities of colleagues across the Group who share their work and specialist knowledge
using methods typical of the 2.0 world. This allows colleagues with different roles and functions, often working at a distance
from one another, to collaborate and put forward discussions on specific topics, in which all the other members of the group can
take part. These conversations and documents are shared in an environment accessible 24 hours a day, also online. They can be
consulted at any time and so represent a readily available and continuously growing pool of expertise. The EDW
(Enterprise
Data Warehouse) and LSS
(Lean Six Sigma) communities are two concrete examples of how the functions and companies
of Reale Group, including those in Spain, share spaces, ideas and work content. Each user has a customisable profile with a photo,
contact details, information about their role and their main skills: everyone can contribute by posting contents or taking part in
discussions and surveys conducted by other colleagues or the editors. Gamification
is also used to convey content and
information; the winners receive prizes to benefit their professional or social activities, such as safe driving courses, visits to
innovative enterprises, in-depth training about the workings of the agency network and training exercises.

Employer Branding
The aim of Employer Branding activities is to communicate what Reale Group has to offer to stakeholders and potential employees
(junior and senior positions), in terms of its values and HR policies.
One of the main initiatives in this area was to build and maintain each company’s careers page in their institutional profile on
LinkedIn. Alongside information about job opportunities offered by the Group, with vacancy announcements and job descriptions,
this page also features two institutional videos that present Reale Mutua and the Group, in a way that goes beyond the prevailing
stereotypes associated with insurance companies.
The main target audience is recent graduates, who are portrayed by the two actors in the videos. The aim is to underline and
describe the period of change and innovation that the Group has been experiencing in recent years.
The videos are available on
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https://www.linkedin.com/company/reale-mutua-assicurazioni/careers?trk=top_nav_careers.

[G4-LA2]

Equal opportunities and work-life
balance

Parenting Support
The support scheme for parents continued in 2015. It is part of the Family Work Reconciliation Project
launched in 2013 by the Group’s Italian companies, GEA (the Reale Group’s network of equal opportunities
committees) and TU representatives. The aim is to provide a concrete response to the needs of employees
to reconcile work and family life.
The scheme is optional. It consists of different phases and interviews with the HR function and
supervisors from the office where the employee works. It starts the moment the employee
informs the Company she is expecting and ends with the support phase, which starts as soon as
the employee returns to work and envisages counselling and coaching, realignment activities and
individual development plans.
The Company provides employees on maternity leave with the IT tools they need to benefit from the
activities included in the project, e.g., sharing information about the main innovations taking place in the
Company, reading e-mails and accessing the company intranet and online training courses.
30 mothers from the various Group companies joined the scheme in 2015.

Sustainable Mobility
Reflecting an increasing awareness of the quality of the environment, Reale Mutua and Group companies
continued to encourage the use of environmentally-friendly forms of transport instead of private cars to
travel to and from work.
The primary objective is to find practical solutions to the problem of having to travel to and from work,
and encourage the use of alternative forms of transport such as cycle paths and public transport,
rather than private vehicles, in order to improve the quality of the urban environment and reduce traffic
congestion.
Working in this direction, the 2014 company-level employment contract introduced even more flexible
working hours and the possibility of individualised working hours, also to allow people to avoid traffic
congestion in peak periods in inner city areas. Employees who use public transport to travel to and from
work also receive a partial refund of the cost of their annual season ticket.

Ever aware of the importance of environmental issues, the Company has been offering incentive
schemes to encourage the use of low environmental impact forms of transport instead of cars to
commute to work since 2009.
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2009/2010
In 2009 and 2010
Reale Mutua signed up to
the public transport incentive
scheme introduced by the
Piedmont Region whereby the
latter sustained 33% of the cost
of the season ticket and Reale
Mutua 20%.

Reale Mutua reimbursed
341 public transport
season tickets
(and Reale Ites 24)

2011
Starting from 2011, under a
specific agreement with the trade
unions, the Company reimburses
40% of the cost
of annual, individual public
transport season tickets
purchased by employees working
in Turin, despite the lack of any
public funding

2014
When the company-level
employment contract was renewed
in 2014, the initiative under which
employees receive a 40% refund
on the cost of annual individual
public transport season tickets was
extended to all employees not
based in Turin.

2011

Starting from 2011, the Company reimburses the cost of annual
individual, non-transferable season tickets for the [To]Bike bike sharing
scheme purchased by employees working at its Turin offices who
subscribe to the service.

In 2015 Reale Mutua
reimbursed the cost of 89
annual subscriptions to
[To]Bike (and Reale Ites 9)

In October 2015 Reale Mutua conducted a survey involving all of its employees in
Italy, who were asked to fill-in an online questionnaire on the company intranet.
The questionnaire gathered information about how employees travel to work, the type of fuel used by
private means of transport (car or motor cycle) and the total distance covered and time taken to travel
to and from work.
The data gathered in 2015 were compared against those for previous years, to assess the impact of
the Company’s financial incentives to encourage the use of public transport and its campaign to raise
awareness about environmental issues. They will also be helpful for planning future schemes.
The aim of the questionnaire was to assess the impact of travelling between home and work, verify
any changes in patterns of use of public transport and measure CO2 emissions.
Environment Section
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Kids at the office
Following the success of previous editions, in 2015 Reale Mutua and the Group’s other
Italian companies once again took part in the “Kids at the office with Mum and Dad” event
sponsored by the “Corriere della Sera” newspaper. The initiative aroused an active and
enthusiastic response.
The offices in Turin and Milan opened their doors to employees’ children aged from 0 to
13 years, giving them an opportunity to see where their parents work, sit at their desks,
explore their offices and gain a brief glimpse of “grown up” work.
This was followed by recreational activities for the children in which the central theme this
year was road safety. The aim was to teach the children about the various aspects of road
traffic, promote responsible behaviour and respect for rules, because teaching children
about road safety as early as possible helps to reduce the number of accidents. The games
and activities were led by a highly efficient team of entertainers.

ISSIM – Personal Assistance
The social services provided by ISSIM, with specialist support for employees having to deal with personal
and family problems, continued to be offered free of charge to all Group employees based in Turin and
Milan. The scheme was first introduced in 2010.
In 2015 it provided counselling to people with problems related to handling crises, planned or
unexpected changes, choices and decisions to be made.
30% of counselling was provided to people who were already using the service, the remaining 70%
regarded new employees.

HEALTH

20%

20%

30%
WOMEN

PERSONAL

70%

HEALTH

MEN

WORK

70%

10%

AREA

30%
WOMEN

PERSONAL

70%

60%

WORK

20%
GENDER

DATA FOR THE FIRST HALF

MEN

AREA

GENDER
DATA FOR THE SECOND HALF
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Childcare
The day nursery service was launched in October 2012, implementing a project strongly supported by
Reale Mutua’s management. It was set up to help employees, especially working mothers, reconcile work
and family life, in response to numerous requests submitted by colleagues to the HR department and to
the Equal Opportunities Committee.
The project has involved General Management and is managed by the HR-Administration and Labour
Relations functions. The service is available across the Group. Reale Mutua believes it can help to improve
the quality of life of its employees by providing valuable support to the organisation of family life and
concrete help with reconciling work activities with the role of parent and caring for the family. Well aware
that today’s society presents specific challenges, especially for working mothers, such as long waiting
lists for nursery care and time spent taking children to and from the nursery, the Company wanted to
provide an efficient childcare service close to the place of work. The nursery for Group employees who
work in Turin is housed in a building owned by the Antico Istituto delle Povere Orfane.
The Giuliano Accomazzi Cooperative, established in 1989 and specialised in providing nursery child care
services in and around Turin, was entrusted with running the nursery in September 2015.
To meet the rise in demand for places at the nursery for 2014/2015, the “Manine colorate” (Colourful
hands) child-minding facility was replaced with an additional hourly crèche service, which will guarantee
the same educational and quality standards as the existing service. The crèche service is for children aged
from 3 months to 3 years. It is provided by the Giuliano Accomazzi Cooperative, in specially equipped
rooms in the same premises as the day nursery, owned by the Antico Istituto delle Povere Orfane.

There are currently 28 places reserved for
the children of employees, on the basis of
an agreement entered into in August 2015
by the Reale Group companies, the Giuliano
Accomazzi Cooperative and the Antico
Istituto delle Povere Orfane.
Employees who work outside Turin receive
valuable support in the form of a monthly
contribution for the equivalent of 25% of
the cost actually sustained to send their
children aged between 3 months and 3
years to a day nursery.
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[G4-LA10]

Initiatives for employees

“D.A.P.A.R.I.” Project
The use of computer technology to encourage and help disabled
students studying scientific subjects at university is an extremely
interesting and stimulating issue. For the visually impaired,
accessing
texts
containing
formulas and tables
The aim of the project is also to
is a complex problem for which
no satisfactory
answer has yet been found.
accompany people with disabilities
Reale Mutua provides concrete
support for the D.A.P.A.R.I. (Disability
at work, Advanced Professionalism,
Research and Integration) project
managed by the Department of
Mathematics and Department of
Economic, Social, Mathematical and
Statistical Sciences of Turin University.
The project seeks to make texts containing
formulas, graphs and tables accessible, and
to develop suitable tools to enable the visually
impaired to study scientific subjects and to meet
the constantly changing needs of companies.

(blind or partially sighted) through
school and university into the world
of work by making texts containing
formulas, graphs and tables accessible
to them, developing the most suitable
solutions for visually impaired
students studying the sciences and
those required to meet the constantly
changing needs of the companies
where they work.

Through this collaboration, the University and Reale
Mutua intend to promote effective cooperation between disabled
professionals and companies, so that they can welcome such resources
as “abled” rather than “different”, in the knowledge that the inclusion of highly-qualified people with
disabilities can motivate and stimulate scientific research, and open up pathways for improvement.

Study Awards
Looking to the future and confirming an initiative first launched in 1946, Reale Mutua continues to help
employees with the costs of education for their children, fully aware that education and investing in
young people are essential for cultural and social advancement as the guarantee of a better future.
The contribution has gradually increased over the years, and currently amounts to € 400 to partially
cover tuition fees at a legally recognised university. To qualify for the grant, employees’ children must be
duly enrolled for the legal duration of the course.

In academic year 2015-2016 Reale Mutua paid € 47,200 to 118 colleagues and
Reale Ites paid € 8,800 to 22 of its employees.
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Our member-policyholders
As at December 31, 2015, Reale Mutua had 1,435,000 member-policyholders.
The breakdown is as follows:

Breakdown of member-policyholders
LEGAL
ENTITIES

TYPE OF CONTRACT

18%

2015

2014

2013

Member-policyholders Member-policyholders Member-policyholders
INDIVIDUALS

Individuals

82%

Legal entities
TOTAL

1,178,000

1,153,456

1,137,941

257,000

256,976

253,811

1,435,000

1,410,432

1,391,752

TOTAL: 1,435,000
The average age of member-policyholders was 55, with the highest proportion in the 40-60 and over
60 age groups.

30-40

13%

CENTRAL ITALY

6%

40-60

44%

15%

18-29

NORTH WEST
OF ITALY

OVER 60

37%

NORTH EAST
OF ITALY

44%

23%
SOUTHERN AND
INSULAR ITALY

18%
AGE GROUPS

DISTRIBUTION BY GEOGRAPHICAL AREA

The greatest concentration of member-policyholders was in the North West of Italy (44%).
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The loyalty rate continued to be high: 37% of member-policyholders had been with Reale Mutua
for more than 10 years and 12% for more than 25 years. The average number of years with the
Company was 12.5.

1.78

4.6

Cross selling
rate

Average number
of guarantees
(per insurance product)

MORE THAN
25 YEARS

NON-MOTOR
NON-LIFE BUSINESS

12%
0-9 YEARS

51%

43%
MOTOR
BUSINESS

16-25 YEARS

25%

48%

10-15 YEARS

LIFE BUSINESS

12%

9%

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

BREAKDOWN OF
MEMBER-POLICYHOLDERS
BY BUSINESS

The breakdown of member-policyholders by area of business is shown below:
BUSINESS AREAS
2015

2014

2013

Motor business

946,029

930,301

919,654

Non-motor Non-life business

845,549

837,779

833,241

Life business

178,649

171,082

156,937

1,970,227

1,939,162

1,909,832

TOTAL
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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, 2015, there were 2,550,527 policies in the portfolio, an increase on 2014.

NUMBER OF POLICIES IN THE PORTFOLIO

policies for individuals
policies for legal entities
policies not classified as for individuals or legal entities (other)
TOTAL

2015

2014

2013

1,959,327

1,956,117

1,909,525

563,961

552,123

550,182

27,239

14,908

15,186

2,550,527

2,523,148

2,474,893
OTHER

Asset and Wealth Management
In 2015 activities to enhance the Non-life Non-motor insurance business
concentrated on improving the product catalogue and the addition of several
new products.
In line with previous years, the product catalogue underwent a process of
fine-tuning aimed at preventing any loss of competitiveness and offering
insurance solutions that will allow us to grow more than the market, especially
in areas of business that are most profitable and important for Reale Mutua.
The offering development plan for 2016 envisages numerous activities,
most of which will focus on product innovation in different areas of business.
To stimulate product innovation and test new solutions before rolling them
out across the agency network, Reale Mutua is developing processes and an
IT tool that will be used to set up “test areas” for innovative projects or new
offerings. This will allow the Company to carry out preliminary assessments
of their sales appeal and then, based on the outcome of these, evaluate the
feasibility of mass production before developing and making them available
across the entire distribution network.
The underwriting of risks of public authorities is always based on a prudent
approach and subject to the existence of a real commercial interest for the
agency concerned

POLICIES FOR
LEGAL ENTITIES

1% 22%
POLICIES FOR
INDIVIDUALS

77%

NUMBER OF POLICIES
NON-MOTOR NON-LIFE BUSINESS

45%

MOTOR
BUSINESS

46%

LIFE BUSINESS

9%
BREAKDOWN OF POLICIES
BY LINE OF BUSINESS
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Life and Pensions Business
FAMILY WELFARE
Family Welfare is the name of a strategic project that was launched with the aim of developing a new
sales model and an offering of products and services tailored to meet customers’ specific needs; through
this project Reale Group intends to become a point of reference in the welfare sector.
The Family Welfare project was conceived to offer supplementary or alternative insurance solutions
at a time when the population continues to age and managing the elderly is posing new
challenges. In addition, owing to cuts in the State health and welfare system, people
are now finding themselves with no cover in several areas (from health to the home,
from self-sufficiency to savings and continuity of income). Launched in November
2015, “RealmenteInSalute” was the first welfare product under this project.

Two new home insurance
products will be launched
in 2016 to meet the needs
associated with the state of
non-self-sufficiency.

REALMENTEINSALUTE AND REALMENTE WELLNESS
The RealmenteInSalute product is very different from conventional medical
expenses reimbursement policies in that it is modular; it features four different
formulas to meet the needs of different target populations. The offering ranges from a
basic solution for a clearly defined target population, to policies that integrate the services provided by
the National Health System, up to a top-of-the-range product. Within this offering, particular importance
is given to welfare services (access to the network of healthcare providers, dentists and physiotherapy
centres managed by Blue Assistance) and assistance, such as integrated home-care. In a survey conducted
while developing the offer, consumers reported this as a primary need and said that they felt “abandoned”
immediately after leaving hospital or having an operation.

Particular attention has been paid to the well-being of member-policyholders, through a speciallypriced prevention plan, which is defined according to age and gender ,and the innovative Realmente
Wellness scheme. Under the Realmente Wellness scheme, member-policyholders who are in good
health benefit from an initial discount on the policy. For those who maintain a healthy lifestyle,
there is a further discount when they renew the policy. This has been made possible thanks to the
use of movement monitoring technology and a dedicated platform. The Wellness initiative is the
first Health insurance scheme geared to looking after the insured’s state of health and well-being;
in addition to the RealmenteInSalute product, the initiative includes the Valore Vita Wellness (life
term insurance) and the Salute Facile Wellness (health indemnity) products.
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Welfare Products

1

PRODUCT
RealmenteInSalute
BRIEF DESCRIPTION

2

A new supplementary welfare product to allow people to plan and update their family’s
welfare requirements, by taking out protection against accidents or ill-health of varying
significance.
STAKEHOLDERS OF REFERENCE

3

Member-policyholders, agents and intermediaries.
IMPACT ON THE COMPANY

4

5
6
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RealmenteInSalute was the first product to be developed as part of the Realmente Welfare
project. It addresses different target populations and must therefore respond to very different
needs. The Company is confident that this will boost its production in the Health sector,
allowing it to intercept target customers who previously considered traditional products
inappropriate for their needs, or who simply could not afford them.
The fact that the product complements the services provided by the National Health
System mirrors the guidelines of the Realmente Welfare project and will further sustain the
Company’s efforts to establish itself as a leading player in the Welfare sector.

DURATION AND PERIOD
The product was launched in October 2015.

DETAILS
Conceived as a supplementary welfare product, RealmenteInSalute allows people to plan
and review their family’s welfare requirements, and take out protection against accidents
or ill-health of varying significance. This is a new concept, that meets the primary needs of
families by offering prevention, healthcare and continuous assistance plans.
Born from a careful analysis of the context and interviews with potential customers, the
offering is highly diversified and modular and focuses on policyholders’ real needs, offering
innovative and technological services. It includes a range of solutions, from products that
integrate the State welfare service, geared to those who use the National Health System and
feel they can rely on its services when they are admitted to hospital or require surgery, to
products for those who can afford something more and want to be free to decide whether to
use a private or public service.
All formulas include access to the Blue Assistance provider network, in order to benefit from
special prices for a wide range of services.

MEMBER-POLICYHOLDERS

1

PRODUCT
RealmenteWellness
BRIEF DESCRIPTION

2

RealmenteWellness is the first experimental scheme that rewards policyholders who are in
good health and encourages them to adopt a healthy and active lifestyle. The project is based
on the use of new technologies.
STAKEHOLDERS OF REFERENCE

3

Member-policyholders, agents and intermediaries
IMPACT ON THE COMPANY

4

5
6

As part of the Realmente Welfare project, RealmenteWellness confirms the Company’s market
position and customer-centred approach. The initiative is centred on prevention, and encourages
policyholders to adopt a healthy lifestyle.

DURATION AND PERIOD
The initiative was launched in October 2015.

DETAILS
Realmente Wellness is an initiative for policyholders of Reale Mutua who choose certain Health
or Life term insurance products. The aim is to:
•
•
•

encourage people to keep moving;
exploit all the technology and opportunities of an advanced platform;
offer interesting discounts and dedicated initiatives.

Specifically, policyholders can benefit from a discount on their policy by demonstrating that
they are in good health at the time of taking out the policy (by presenting a receipt issued by a
pharmacy showing their blood pressure, blood cholesterol level, body mass index).
During the year they can use specific devices (apps, bracelets, etc.) to keep a record of their
physical activity and monitor it on the specific web platform. When they reach a given
movement objective, they are able to benefit from a further discount.
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Welfare Products

1

PRODUCT
Contachilometri Reale and the new “GuidaBene&Risparmi” clause
BRIEF DESCRIPTION

2

Innovative pay-as-you-go policy that helps to reduce insurance costs, leaving people free to
decide whether and when to use the car and also acts as an incentive to drive carefully and
safely.
STAKEHOLDERS OF REFERENCE

3

Member-policyholders, agents and intermediaries.
IMPACT ON THE COMPANY

4

5
6

The Contachilometri Reale product is mainly geared to people who choose to use other means
of transport most of the time and only do very low mileage per year. The tariff is designed
to reward this type of virtuous, environmentally-friendly behaviour. The increased emphasis
on this product confirms the Company’s stance on green issues, which results in concrete
benefits for those who share the same ideals. It also stresses the importance of prevention,
in line with the approach adopted in other areas (e.g.; RealmenteWellness), rewarding people
who drive with care and attention.

DURATION AND PERIOD
The product and the new clause were launched in August 2015.

DETAILS
Contachilometri Reale is a pay-as-you-go policy offered by Reale Mutua specifically geared
to the growing number of people who try not to use the car too much: those who only drive
a few miles or those who are particularly sensitive to environmental issues and, of course,
to the price factor.
The policy envisages the installation of a black box device (Full Box) that records data such as
mileage, the type of road used, driving timetables and driving behaviours, based on braking
and acceleration patterns, changes of direction.
Policyholders receive significant discounts on Motor TPL premiums.
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Supplementary pension schemes
and the Teseo Open-Ended Pension Fund
Reale Mutua, which manages the Teseo open-ended pension fund, the Cento Stelle Reale individual
pension plan and Taxplan, provides 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 allows members to estimate their expected retirement income and so decide upon the most
appropriate method of investment.

41%
GAP

1,887.38 €
MONTHLY INCOME

1,887.38 €

calculated on the basis
of 13 monthly salaries

WHILE WORKING

100%
MONTHLY PENSION

59%

2,727.69 €

ONCE RETIRED

(*) This example refers to a 30-year-old male employee who has been working for 5 years and has a gross annual income of €
30,000.00, with a promising career path (2% increase in income per year plus 2% increase in inflation) and expected to retire at the
age of 66.

Reale Mutua won first prize with the Teseo open-ended pension fund in the
“Pensioni & Welfare Italia Awards 2015” as the best open-ended pension fund
of the year.
The competition was launched to recognise and reward the efforts of pension
funds, asset managers, consultants, insurance companies and other operators in
the Italian market in order to offer the highest professional standards, fostering
excellence in the sector of pensions, welfare and wealth management, in an
increasingly complex economic contest.
This important award recognises the Group’s investment strategies and
positioning in the pensions and welfare market in a period of dramatic social and
economic change.
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What people say about us
TESEO OPEN-ENDED PENSION FUND ONE OF THE BEST OVER 15-YEARS WITH ECPI INDICES
According to a study conducted by Corriere Economia published on May 4, 2015, Reale Mutua’s Teseo open-ended pension fund,
with its Prudenziale Etica line, is one of the best-performing over 15 years.
The Teseo open-ended pension fund uses ECPI sustainability indices for all four lines. The Prudenziale Etica line is benchmarked
against the ECPI EURO ETHICAL GOVERNMENT BOND INDEX (ECAPEGB).
The best -performing open-ended funds as reported by the aforesaid survey are listed in the table below.
BEST-PERFORMING OPEN-ENDED PENSION FUNDS OVER THE VARIOUS TIME PERIODS
BEST OVER 1 YEAR

CATEGORY

COMPANY

% PERF.

Insieme Linea Dinamica

Equity

Allianz

25.7 %

Sella G.Eurorisparmio Az.init.le

Equity

Sella Gestioni

23.9 %

Previras Linea 4 Az.init.le

Equity

Allianz

23.7 %

AVERAGE FOR OPEN-ENDED PENSION FUNDS

11.5 %

BEST OVER 3 YEARS
Insieme Linea Dinamica
Previgest fund Comp. azionario A.
Linea Sviluppo

Equity

Allianz

54.5 %

Equity

Mediolanum G.F.

51.4 %

Balanced equity

Axa Mps Prev. in Azienda

51.1 %

AVERAGE FOR OPEN-ENDED PENSION FUNDS

26.3 %

BEST OVER 5 YEARS
Insieme Linea Dinamica

Equity

Allianz

70.1 %

Arti e Mestieri Crescita 25+A

Equity

Anima

64.0 %

Balanced equity

Axa Mps Prev. in Azienda

62.9 %

Linea Sviluppo
AVERAGE FOR OPEN-ENDED PENSION FUNDS

30.5 %

BEST OVER 10 YEARS
Fpa Sai Previ-Global

Equity

Unipol-Sai

107.6 %

Fpa Sai-Previ-Europa

Equity

Unipol-Sai

100.2 %

Arti e Mestieri Crescita 25+A

Equity

Anima

85.7 %

AVERAGE FOR OPEN-ENDED PENSION FUNDS

45.4 %

BEST OVER 15 YEARS
Fpa Sai Previ-bond

Bond

Unipol-Sai

90.3 %

Teseo Linea Prudenziale Etica

Bond

Reale Mutua

89.9 %

Fpa Unipol Prev.A Ob. con garanzia

Bond

Unipol-Sai

86.0 %

AVERAGE FOR OPEN-ENDED PENSION FUNDS

50.2 %

BEST SINCE 1998
Arca Previdenza Linea Alta Crescita
Arca Previdenza Linea Rendita
AlMeglio Azionario

Equity

Arca

141.1 %

Balanced bond

Arca

114.0 %

Equity

Alleanza Toro (AlMeglio)

111.3 %

AVERAGE FOR OPEN-ENDED PENSION FUNDS

71.0 %

This table reports the results of the study conducted by “Corriere Economia” published on May 4, 2015.
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Finance: sustainable investment choices
Reale Mutua has been offering Socially Responsible Investment (SRI) products for some years now, to
meet customer and market requirements.
As part of its investment policy, for the Teseo open-ended investment fund the Company has chosen
to adopt an approach, in all sectors, that combines financial considerations, especially increasing and
preserving the capital invested, with careful evaluation of the social and environmental implications of
the investments themselves.
To evaluate its investments the Company has therefore decided to select issuers on the basis of an
assessment model using negative and positive criteria to measure their compliance with specific
requirements in terms of ethical conduct and social responsibility.

Positive criteria
Evaluations are based on product features, production processes, environmental impact, relations
with the community, respect for diversity, management of human resources, openness and
transparency of financial reporting, corporate governance and relations with stakeholders.

Negative criteria
The Company strives to avoid investments in financial instruments issued by companies and
entities (supranational agencies and entities) that derive a significant portion of their turnover from
production and sales in the following sectors: tobacco, defence, alcohol, gambling, pornography,
nuclear. It also strives to avoid investments in financial instruments issued by countries where the
death penalty is in force and/or that fail to guarantee basic human rights.

The Company has appointed a firm of independent
ethics advisors, ECPI Srl, to help it evaluate
environmental performance.

As at December 31, 2015, the
total net assets of the Teseo openended pension fund, which were
the subject of this independent
sustainability assessment in order
to evaluate the actual level of
inclusion of social responsibility and
sustainability criteria and objectives
in the Fund’s investment portfolio,
amounted to around € 176 million.
Further information is provided in chapter 1.6: 		
“Investment Management” of the Report on Operations.
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Settlement of claims
Claims settlement is a fundamental area of the Company’s relationship with its member-policyholders
and other damaged parties.
It represents a crucial moment in which the Company is called upon to meet the expectations of those
who have been the victims of an unfortunate event, under the terms of the contract they have signed.
For this reason the Reale Group Claims Handling department is increasingly focused on ensuring the
attainment of corporate goals in terms of efficient processes and customer satisfaction, by continuously
monitoring and controlling the extensive network of external service providers.
474 resources work in the Group Claims Handling department - 19 have been hired under fixed-term
contracts and 3 are interns - settling the claims of Reale Mutua and the Italiana Assicurazioni subsidiary.

3

474

Interns

19

Resources with
fixed-term contracts

Resources

The department’s main objectives include:
• the settlement of claims in accordance with the respective contractual terms and ensuring memberpolicyholder satisfaction;
• cost efficiency;
• fast settlement times;
• monitoring and ensuring correct application of corporate procedures.
The Group Claims Handling department is assisted by 41 Claims Settlement offices located throughout
Italy and grouped into 5 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.

41

Claims Settlement
offices

located throughout Italy and grouped in to 5 territorial areas
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THE NETWORK OF CONTRACTED SERVICE PROVIDERS

334

213

266

204

171

1,166

LAWYERS

MEDICAL
EXAMINERS

ADJUSTERS IN THE
MOTOR
BUSINESS

ADJUSTERS IN THE
NON-MOTOR
BUSINESS

APPRAISERS

APPROVED
REPAIR SHOPS

Further information is provided in chapter 1.5: “Summary of Results” of the Report on Operations.

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.
The table below shows the results of immediate settlement of claims for 2015 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

27,956

25,595

92.7%

GLOBAL BUILDINGS

51,440

33,534

76.3%

TOTAL

79,396

59,129

82.6%

PAYMENT TIME IN DAYS
BUSINESS

2015

2014

2013

MOTOR TPL

15

14

15

GLOBAL BUILDINGS

46

47

46

Payment time is the average time required to settle claims under the Immediate Settlement procedure,
meaning the number of days from the date on which the adjuster is appointed until the date of payment.
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Complex claims
Complex claims concern loss or damage of a particularly serious nature in terms of value and subjectmatter, given their huge financial impact.
The table below shows data for 2015 relating to the types of claims handled. Though not particularly
numerous, they had a significant financial impact.

NUMBER
OF CLAIMS

AMOUNT
RESERVED*

AMOUNT PAID
(TOTAL+PARTIAL)

AVERAGE COST
OF PAYMENT

Motor TPL - Non-motor TPL

3,371

663,936,008

170,288,304

294,616

Professional categories

5,761

99,371,066

12,695,141

12,446

815

25,087,599

17,988,596

68,922

Property (theft-fire)

4,974

80,505,872

54,419,510

28,477

Guarantee fund

5,149

48,363,391

6,298,992

8,664

91

374,000

340,936

7,929

Welfare (accident-health)

INI

* Amount reserved refers to sums set aside to pay claims not settled as at December 31, 2015.

Donations from claims
Through its Recovery Office, Reale Group donates items in good condition recovered following the
settlement of claims.
Some of the most important donations in recent years have been to:
• the Children’s Hospital in Bari, to which the Group donated a large stock of Disney branded bags
just before Christmas, to be given to the patients as Christmas presents;
• the Santa Lucia Children’s Home in Novara, to which the Company donated fourteen new
mattresses.

Fraud prevention
Anti-fraud activities are directed towards countering, preventing and eliminating
fraud in all insurance activities.
In 2015 Reale Mutua reported a total of 302 cases of fraud, of which
266 regarded claims in the Motor TPL sector.
The Company reported 42 cases of document fraud, 2 of which related to
suretyship policies.

In 2015 Reale Mutua
filed a total of

344 lawsuits.
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A.R.S. Project (Axa & Reale Group Synergies)
In 2015 Reale Group and Axa implemented the A.R.S. project, aimed at developing a new and
more efficient method of managing relations with certain groups of service providers along the
value chain within the Motor claims settlement process.
In detail, this involved the creation of operational synergies with new partners and rationalisation
of the network of approved repair shops, a process that is still underway. The aim is to improve
the quality and scope of the services available to members and policyholders, ensure better
management of claims and obtain savings/reduce settlement costs.

In conjunction with the A.R.S. Project, profiles of all approved repair shops were published on the Reale
Group co-workers portal, with details of their operational autonomy in respect of the specific loss
brackets, i.e.:
Bracket A (losses ≤ € 1,100) auto-check with no adjuster required;
Bracket B (€ 1,100 ≤ losses ≤ € 2,500 ) check and loss assessment by the authorised adjuster;
Bracket C (losses ≥ € 2,500) check and assessment by the adjuster in person.

• Savings: adjusters are only used when necessary.

Advantages

• Faster repairs and settlement of claims: repair shops can estimate the cost of the damage at the time
of repairing the vehicle and self-generate payment of claims.
• Information is available immediately: the agencies can check outcomes in their networks in real-time.

• Annual savings (estimated) of € 500,000 for Bracket A and € 200,000 for bracket B.

Expected
results

• Freezing of the economic terms already agreed upon with repair shops plus an additional discount
when more networks are used.
• Increase in networks from 21% in 2015 to 35% in 2017.
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Customer Satisfaction
In 2015 Reale Mutua once again conducted a customer satisfaction survey. This year’s edition, conducted
in November and December, not only measured its members’ satisfaction with the Company but also
included a comparison with the market benchmark.
4,600 of Reale Mutua’s policyholders took part in the survey. Another 1,800 members completed an
online questionnaire, structured along the same lines as the telephone survey.
The Company reported an extremely good Net Promoter Score (NPS)
of +26.5, highlighting a
constantly high level of overall customer satisfaction (+8.3). This reflects the fact that the Company
is perceived as sound and reliable and capable of providing the appropriate solutions to meet
customers’ needs.
The Company also conducted its third survey to measure satisfaction among customers who had made
a claim during the year. Around 3,000 policyholders were interviewed to find out how they rated the
settlement process. The results once again confirmed a positive trend: policyholders’ perceptions were
once more very positive, including in terms of NPS and especially when ranked against other brand leaders
with a greater presence in consumers’ top of mind awareness.
The strategic usefulness of these surveys, which are conducted each year, lies in their ability to effectively
reflect and condense the value perceived by customers in terms of overall satisfaction, while providing an
accurate benchmark for comparison with the main competitors in the insurance market.

The “Buongiorno Reale” customer service in 2015
The “Buongiorno Reale” Customer Service, managed by the Blue Assistance 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.
The facility has evolved over the years and can be accessed via the improved freephone
service, available on 800 320 320 from 8:00 am to 8:00 pm from Monday to
Saturday, and by e-mail:
buongiornoreale@realemutua.it, as well as
via traditional mail. Queries are divided into the following macro areas:

RESERVED AREA

19.40%

65,002 in 2014,
54,136 in 2013 ,
56,250 in 2012.

CARING
(YOUNG VIPS/REALE 1828/OTHER)

9.30%

GENERAL
INFORMATION

73,133 queries were
handled in 2015

0.25%
INFORMATION
ABOUT CLAIMS

42.99%

Of these, 69.8% received an immediate
response without any need for referral to the
competent departments.

INFORMATION
ABOUT POLICIES

28.06%
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PERCENTAGE OF CONTACTS
BY TYPE OF SOLUTION

PERCENTAGE OF CONTACTS
WITH MEDIATED RESPONSE

MEDIATED SOLUTION
WITH RECALL

30%

CARING
(YOUNG VIPS/REALE 1828)

INFORMATION
ABOUT CLAIMS

1%

14%

RESERVED AREA

21%

IMMEDIATE
SOLUTION

70%

INFORMATION
ABOUT POLICIES

42%

GENERAL
INFORMATION

22%

2015

2015

MEDIATED SOLUTION
WITH RECALL

REALE 1828

2%

30%

30%

CLAIMS

IMMEDIATE
SOLUTION

MEDIATED SOLUTION
WITH REFERRAL

68%

44%

GENERAL
INFORMATION

2%

MEDIATED SOLUTION
WITH RECALL

MEDIATED SOLUTION
WITH REFERRAL

13%

24%

2014

2014

POLICIES

REALE 1828

2%

4%

POLICIES

E
ON A
ZI IAT
LU ED
O
S M
IM

,8%
9
6

83%

43%

2013

IMMEDIATE
SOLUTION

31%

CLAIMS

IMMEDIATE
SOLUTION

GENERAL
INFORMATION

REALE 1828

MEDIATED SOLUTION
WITH RECALL

90%

0%

6%

POLICIES

31%

CLAIMS

MEDIATED SOLUTION
WITH REFERRAL

4%
2012

90

24%

2013
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56%

GENERAL
INFORMATION

2012

13%

In view of the rise in the number of second and third-level mediated requests in 2015, these data were then further segmented.
Specifically, the Reserved Area was added.
This revealed an increase in queries mainly in connection with changes to the laws governing Motor TPL insurance (dematerialisation
of the risk certificate) and initiatives (caring and services) for customers accessible from the reserved area. There was a marked
decrease in requests for information concerning claims.
PERCENTAGE OF CONTACTS
BY CHANNEL

PERCENTAGE OF CONTACTS
BY AGE
E-MAIL

13%
PHONE

87%

37%

36-55
MAIL

0%

OVER
55

51%

UP TO
25

1%
26-35

2015

2015
E-MAIL

16%
PHONE

MAIL

83%

OVER
55

OTHER

0%

11%
35%

36-55

45%

UP TO
25

1%

2%
26-35

2014

2014
E-MAIL

18%

0%

2%

80%

OVER
55

OTHER

MAIL

PHONE

18%
37%

36-55

UP TO
25

51%

1%
26-35

2013

2013
E-MAIL

17%
PHONE

OTHER

0%

MAIL

79%

4%
2012

11%
OVER
55

30%

36-55

51%

UP TO
25

3%
2012

26-35

16%
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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, most
importantly, by conducting a careful analysis of the reasons.
In 2015 Reale Mutua received and processed 1,400 complaints in accordance with ISVAP (now
IVASS) Regulation No. 24/2008.
The average response time was 18 days, one day more than in 2014 (well below the limit of 45
days within which insurance undertakings must reply to complaints, as established by the relevant
legislation).
COMPLAINTS IN WRITING - PAYMENT TIME IN DAYS

Number of complaints
Average response time in days

2015

2014

2013

1,400

1,402

1,536

18

17

19

BREAKDOWN OF COMPLAINTS IN RELATION TO: POLICIES - CUSTOMERS - CLAIMS

54

55

62

98

99

110

0.17

0.19

0.21

2015

2014

2013

2015

2014

2013

2015

2014

2013

COMPLAINTS PER
100,000 POLICIES

COMPLAINTS PER
100,000 CUSTOMERS

COMPLAINTS PER
100,000. CLAIMS

Further information is provided in chapter 1.12: “Other Information” of the Report on Operations.
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PERCENTAGE OF COMPLAINTS BY BUSINESS AREA

47%

51%

56%

50%

45%

41%

3%

3%

3%

2015

2014

2013

2015

2014

2013

2015

2014

2013

MOTOR

NON-MOTOR

LIFE

The breakdown of complaints by business was comparable to that of the previous year:
• Although a significant proportion of complaints still regarded the Motor sector, it’s weight continued to decrease,
having fallen from 56% in 2013 to 51% in 2014 and then 47% in 2015;
• The proportion of complaints in the Non-motor sector continued to rise (from 41% in 2013, to 45% in 2014 and 50%
in 2015);
• The proportion of complaints in the Life business was practically unchanged.
PERCENTAGE OF COMPLAINTS BY COMPANY AREA

23%

2015

21%

2014

14%

2013

72%

71%

2015

UNDERWRITING

2014

2013

SETTLEMENT

4%

8%

10%

1%

2015

2014

2013

2015

SALES

73%

1%

2014

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

3%

2013

OTHER
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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. The scope of the
Policyholders’ ombudsman has also been extended to include the Italiana Assicurazioni subsidiary.
The ombudsman 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.
• 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 the Reale
Mutua website.
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This body resolves disputes
between member-policyholders
and the Company.
Procedure: free, agile and an
alternative to taking matters to
court. The service is also available to
Italiana Assicurazioni’s policyholders.

Summary of the ombudsman’s activities
NUMBER OF APPEALS RECEIVED AND SETTLED*
2015

1995-2015

Appeals received

68

1,208

Appeals settled

59

1,185

3

195

14

289

Inadmissible

1

76

Unprocessable

0

56

41

569

Accepted
Cases already closed **

Rejected

* Ombudsman’s overall activities (appeals submitted by policyholders of Reale Mutua and Italiana Assicurazioni)
** The term “case closed” refers to cases in which the applicant and insurer had reached an amicable settlement while
the appeal was underway.

APPEALS - SETTLEMENT OF CLAIMS AND MANAGEMENT OF CONTRACTS
2015

1995-2015

Appeals concerning settlement 		
of claims

63

1,022

Appeals concerning management
of contracts

5

186

SETTLEMENT OF CLAIMS - BUSINESS
2015

1995-2015

Motor TPL

4

87

HLV

4

56

Non-motor TPL

9

221

ACCIDENT

6

196

13

215

LIFE

0

20

FIRE

16

162

CAR

0

2

THEFT

9

57

TRANSPORT

1

5

OTHER

1

1

HEALTH
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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 4,800 professional agents and sub-agents
with consolidated expertise in their specific sectors, capable of developing solutions tailored to meet
policyholders’ needs.
Fourteen Reale Group agencies also comprise a “Spazio Banca” area. Customers can perform all their
normal bank transactions at these “financial shops”, which are run by a member of staff of Banca Reale
and offer a combination of insurance and banking services.

56

345

1
8

Agencies under contract

5

Number of agencies
as at December 31, 2015

5

32

53
33

Agencies managed
directly by the Company
(subsidiary agencies)

10

12

10

26

11

23

2
17

12

7

8

3

16

The Reale Mutua website (www.realemutua.it) 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
agency “micro-sites”, in an area of the corporate website, provide additional details about opening
times, ongoing promotions and special discounts, and customers can request a quote or fix an
appointment with the agency.
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Sustainability of the sales network
In recent years Reale Mutua has developed a series of strategic plans aimed at fostering development and
growth and ensuring its future competitiveness in the new market context.
The agency network is directly involved in these strategic projects, underlining the fundamental role of
Reale Mutua’s agents in its relations with customers and the expansion of its business.
Of the various strategic projects, those that will have the greatest impact on the sustainability and
expansion of the sales network are:
• the Digitalisation project
• the Family Welfare project
• the Multi-channel project

The Digitalisation Project
The operational stage of the agency digitalisation project
was launched in 2015. The first pilot agencies were set
up and a large-scale training and change management
programme was implemented across the network. The first
enabling components for digitalisation were developed and
implemented, such as the electronic hand-written signature
(AES) and digital data storage systems. By
the end
of 2015 a large proportion of agencies had
adhered to the project, and the transition
to a paperless agency environment was
well underway (elimination of printed records
in favour of new electronic documents). This
transition was fundamental in order to move on to the
next step towards a completely digitalised system using
electronic hand-written signatures on contracts. Contracts
can be signed digitally, using tablets and Wacom signature pads,
eliminating the need for printed documents.

The external business
network has a
fundamental role in the
project as the main “agent
of change” vis-a-vis the
agencies.

In the second half of the year, training was provided on the subject of electronic hand-written
signatures and on completing the transition to a paperless agency environment; this will gradually
be extended to all Group agencies. By the end of 2015 more than 80% of Reale Mutua’s agencies
had reached this stage of the process.
The external business network has a fundamental role in the project as the main “agent of change”
vis-a-vis the agencies.
The next stage of the project was also launched in the second half of the year. This envisages the
use of mobile connectivity (the network app) to consult customers’ profiles and details about their
insurance policies, quote prices and issue contracts. A first group of agencies are involved in this
stage, which included meetings targeting agencies on an individual basis, held by the project team,
area managers and specialists.
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The Family Welfare Project

With the Family Welfare
project, Reale Mutua
has leveraged this
opportunity to become
a leading player in the
Welfare market.

Social and economic conditions have changed in recent years and
dramatically altered the entire system of welfare services. With the
Family Welfare project, Reale Mutua has leveraged this opportunity
to become a leading player in the Welfare market. The Company is
also committed to consolidating an approach already adopted by
		
its sales network, which means addressing people’s
needs, helping families to manage their resources
properly and filling the gaps that have been caused
by the erosion of the State welfare system.
To guarantee a standard of service to rival the best on the
market, a specific training programme has been put in place for
all sales network co-workers and for Pension and Welfare advisers
in particular; the plan addresses technical and methodological aspects
of welfare services. Various technological tools have been made available
to advisers to assist them in their analysis of customers’ needs .

The Multi-channel Project
Reale Mutua has opened
up new sales channels to
attract new customers.

Today’s consumers demand multi-channel and multi-access services.
To meet their needs, Reale Mutua has implemented new
sales channels, designed to attract new customers and
expand its levels of service for member-policyholders and
potential customers and provide concrete support for the
agency network.
The project covers four main areas of action:

• enabling the digitalisation process, increasing the service level using self-service technology
and stimulating post-sales activities;
• increasing the routes for accessing and contacting the Company through the combined use of
different digital pathways and tools (websites, M-sites, apps, social media and aggregators);
• engaging new market operators such as brokers and banks;
• managing customer contacts and leads
from a developmental perspective, capitalising
on these in terms of value.

Further information is provided in chapter 1.10: “Sales, Marketing and Communications” of the Report on Operations.
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Training for agency staff
The Group Business Training unit was set up on January 1, 2015 at the Parent Company, to serve both
Reale Mutua and Italiana Assicurazioni. This led to a series of activities to harmonise existing processes,
in order to maximise office efficiency, strengthen synergies in the use of training companies and providers,
and standardise training methods across the Group.
In 2015 the Company continued to pay particular attention to business training schemes for
its sales teams by developing specific training paths increasingly focused on building the skills
required by insurance brokers.
One such scheme of particular importance is the Exclusive Distribution course for children of Reale Mutua’s
agents. The course is designed to accompany the delicate transition of the agency from the hands of one
generation to the next. This training programme of excellence addresses three specific areas:
• training on insurance issues at the Business School of the “Il sole 24 ore” newspaper ;
• residential course at the Company’s headquarters on aspects of insurance issues and their application
in Company process;
• on-the-job training at selected agencies of Reale Mutua’s sales network.
The “Reale Group University” platform continues to be the point of reference for all aspects of training,
confirming the approaches and different training channels used.
In detail:
• traditional classroom lessons continue to play a crucial role and are mainly used for advanced
managerial and technical training courses;
• the virtual classroom environment is mainly used for courses on operational aspects of Company
processes, and for providing further information about issues dealt with in classroom lessons;
• the online channel continues to be mainly used for product training purposes.

In 2015, training activities delivered directly by the Group Business Training unit accounted for 90% of all
training received by the Reale Mutua sales network.
TRADITIONAL CLASSROOM COURSES

VIRTUAL CLASSROOM COURSES

COURSES

EDITIONS

PARTICIPANTS

2013

52

334

6,064

2014

25

212

2015

28

246

COURSES

EDITIONS

PARTICIPANTS

2013

8

180

3,702

3,640

2014

29

533

9,472

5,500

2015

24

361

6,600

TRADITIONAL CLASSROOM
COURSES

PARTICIPANTS

HOURS

2013

136

35,000

75,960

2014

126

27,390

61,606

2015

206

36,000

71,315
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Purchasing policy
Reale Mutua sees its suppliers as a real asset. As stakeholders they contribute proactively and innovatively
to the Company’s success in the market by guaranteeing lasting economic performance and the everimproving quality of products and services.
For that reason, Reale Mutua:
• Has confirmed its desire to build long-lasting and mutually beneficial relationships with its qualified
suppliers as a core objective, working every day to establish such relationships according to principles
of honesty and fairness in order to foster a corporate culture in line with the principles of business
ethics.
• Uses an invitation-only portal which enables access to the Group Supplier Register, the purpose of
which is to facilitate dialogue with existing and potential suppliers to ensure that all companies have
an equal opportunity to register and submit their applications.
• Pursues this objective by adopting and complying with the provisions of the “Procurement Code”,
a specific set of operating procedures and rules of conduct for the purchasing department and its
internal clients in which roles and responsibilities are clearly defined.
• Adopts objective selection, evaluation and control criteria to assess the technical and organisational
capabilities, ethical, economic and financial standing of the entire supply chain, which includes
monitoring, control and approval of sub-contractors.
In detail, we expect our suppliers to promote the following principles:

FIGHT AGAINST CORRUPTION

SAFE AND HEALTHY WORKING
ENVIRONMENTS

RIGHT TO FREEDOM FROM
DISCRIMINATION

PROHIBITION OF CHILD
OR FORCED LABOUR

As far as respect for and protection of the environment are concerned, when screening suppliers we only
consider those who meet our minimum requirements for supplies of certain product categories such as
paper and printed matter, furnishings, hardware and cleaning services.
We are also committed to fostering relations with the local community by selecting, whenever possible,
local or national suppliers rather than those who have relocated to areas where production costs are
lower but workers’ rights are inadequately protected or not enforced.
The purchasing process is fully compliant with the organisational model according to which the
roles of those responsible for defining the characteristics of the products/services to be purchased
and those involved in negotiating the terms with the suppliers are completely separate.
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The product or service to be purchased must be clearly defined in order to pinpoint products or services on
the market that have exactly the required technical, qualitative and quantitative characteristics and enable
the comparison of alternative solutions.
Purchasing functions report directly to Top Management and specialise in specific product categories. This
allows them to develop the skills and professional competence needed to interface with internal clients and
the various target markets.
All suppliers must agree, also on behalf of any authorised sub-contractors, co-workers and employees, to
comply with our ethical and behavioural codes. They must confirm to the Group Purchasing function that
they are familiar with the rules of conduct adopted by Reale Group and that they have read the documents
provided in the specific internet area of the Supplier Register portal, namely:

REALE GROUP’S
CODE OF ETHICS

REALE GROUP’S
ENVIRONMENTAL POLICY

REALE GROUP’S POLICY OF
SOCIAL RESPONSIBILITY ALONG
THE SUPPLY CHAIN

RULES FOR ACCESSING THE
SUPPLIER REGISTER

SUSTAINABLE ENVIRONMENTAL
PRACTICES

OCCUPATIONAL
HEALTH AND SAFETY POLICY

ORGANISATION AND CONTROL MODEL PURSUANT TO LEGISLATIVE
DECREE NO. 231/01 (THE PARENT’S VERSION AND
THOSE OF EACH GROUP COMPANY)

All relations with suppliers are governed by contracts that contain specific clauses covering the aforesaid
areas of risk, i.e.:
• Administrative liability of companies (Legislative Decree No. 231/2001) and the relevant models
adopted by Group companies;
• Safety, accident prevention, hygiene, ecology (Legislative Decree No. 81/2008 and subsequent
amendments);
• Protection of personal data (Legislative Decree No 196/2003);
• Compliance with pension and social security contribution requirements both in terms of the supplier’s
legal position and as regards its personnel management and payment of contributions.
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Sustainability initiatives
By implementing a sustainable supply chain management policy we are able to purchase products and
services at competitive prices that also meet requirements for reducing our environmental impact.
For certain types of goods and services special e-catalogues have been developed for internal users.
This has made it possible to optimise costs and use of materials, eliminating the need to hold stocks of
materials with a view to developing more sustainable consumption patterns.
The “Procurement Code” fosters the adoption of purchasing policies consistent with the principles of
environmental, social and economic sustainability, which are core aspects of Reale Group’s governance
model. This reflects the guiding criteria drawn up by the internal CSR and Environmental Management
Policy functions.
ICT

35

Suppliers concerned in 2015 for purchases of the 4
product categories subject to the requirements of the
environmental purchasing policy

CLEANING SERVICES

22%

11%
PAPER AND
PRINTED
DOCUMENTS

35%

FURNISHINGS

32%
PRODUCT CATEGORIES

For an insurer like Reale Mutua, the sourcing of paper is a very important aspect (details about the use of
paper are provided in the chapter entitled “Reale Mutua’s key environmental indicators”).
The printer maintenance service continued throughout 2015 and used toner cartridges from Reale
Mutua’s head office and branch offices were all sent for recycling. The service was managed by a specialist
firm 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.
These activities, by the same external provider of the used cartridge collection service and supplier of
remanufactured toner and ink cartridges, meets the required environmental criteria.
Suppliers of furnishings must meet the minimum requirements as indicated in the Supplier Register
(FSC, PEFC).
The terms of contracts with office cleaning firms include the requirement to use eco-friendly products
and preference is given to eco-labelled firms as indicated in the Register.
Environment
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Initiatives implemented in 2015
CHICCO COTTO
In line with our environmental policy and commitment to environmentally sustainable practices, the
concession contract for the hot and cold beverage vending machines at Academy, the Reale Group’s
training school, was awarded to the social cooperative Chicco Cotto. The non-profit organisation
provides training programmes for disabled and socially disadvantaged middle-school pupils to
accompany them into the world of work and so help them become independent.

BITEB - NON-PROFIT IT EQUIPMENT BANK
In 2015 Reale Group signed an agreement with BITEB - Banco Informatico Tecnologico e Biomedico
(IT and biomedical equipment bank) for the collection, cleaning, reconditioning and donation of IT
equipment. Under the agreement, BITEB collects old working computers from our agencies. In this
way, the Group can dispose of old IT equipment in compliance with all regulations governing health
and safety, data protection and protection of the environment while at the same time supporting
schemes of great value to the community. The equipment is donated to private, non-profit
organisations.
Two batches have been collected so far: 468 PCs in July and 318 in December.

ONLINE PUBLISHING
In line with the Group’s Environmental Policy and the environmental action plan defined with Top Management, and in pursuing
our objectives of reducing the use of paper and controlling expenditure, the Group subscribed to online versions of publications.
Information about the newspapers for which Reale Mutua took out subscriptions and the respective versions (printed/online) is
provided below.
Daily newspapers: 2014 15 online / 35 printed; 2015 28 online / 16 printed.
ACQUISTI & SOSTENIBILITÀ
In 2015 Reale Mutua renewed its membership of “Acquisti e Sostenibilità”, a non-profit organisation
set up in 2007 to create social, ethical, economic and environmental value by informing, connecting,
supporting and guiding private and publicly-owned enterprises operating in all market sectors and
non-profit associations/charitable organisations/NGOs in promoting sustainability along the entire
supply chain (from supplier to customer). Acquisti & Sostenibilità supports sustainability initiatives
along the supply chain by conducting research and studies, providing up-to-date information and
data from international sources, identifying best practices, planning training activities and creating
and implementing specific projects and initiatives.
REALE GROUP CONVENTION
The tender for the contract to organise the “Reale Group Convention” was limited to suppliers capable of organising an ISO
20121-certified event. Events or parties involved in events that obtain this international certification are guaranteed as being
sustainably managed.
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Initiatives to support the local community
and the region
Before supporting any cultural, social or welfare-related initiatives, Reale Mutua carefully examines all
the requests it receives from organisations and groups that are active in the community; in recent years
the Company has supported multi-year projects managed in partnership with local authorities and other
organisations as well as making charitable donations.
In 2015 Reale Mutua was once again partner to several important initiatives to promote music, art
and environmental education in Italy and among young people. Especially worthy of mention were the
partnership with the Fondazione Teatro Regio di Torino, of which Reale Mutua has been a founding
member since 2012, the Consulta per la Valorizzazione dei Beni Artistici e Culturali di Torino (Association
for the development of the artistic and cultural heritage of Turin), established almost 30 years ago, and
the “A Come Ambiente” Museum, the first museum in Europe dedicated to environmental education,
which opened more than ten years ago and organises educational courses, workshops and activities to
raise awareness about environmental issues.

Charitable donations
In 2015 Reale Mutua continued to make charitable donations to various organisations, mostly located in
Piedmont. Of the numerous requests received, those for amounts of up to € 5,000 were evaluated by an
internal committee coordinated by Top Management. “Extraordinary” requests (in terms of the
amount or type) 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 2015 Reale Mutua
made charitable donations
totalling over € 400,000
to social, cultural,
environmental and religious
associations.
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Donations were primarily directed towards:
• scientific research in the field of health care, especially in care
for the elderly, ill, disabled and their families;
• organisations in Piedmont that assist people in need;
• schools and vocational 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.

Institutional sponsorships
Another way in which Reale Mutua supports the community and local initiatives is through partnerships
and sponsorship schemes to promote social and cultural growth and foster initiatives of ethical and social
significance. The sports and/or cultural events sponsored by the Company are therefore chosen from
among the numerous projects that share Reale Mutua’s founding values and interpret its stakeholders’
needs.
As regards institutional and cultural activities, the Company confirmed its long-standing partnership with
the Congress Centre of the Employers’ Association of Turin for the “Caffè Letterari” and “I Martedì Sera”
events, and its support of the Associazione Lingotto Musica for the concert seasons. It also confirmed its
partnership with the Accademia Albertina di Belle Arti di Torino (Turin Academy of Fine Arts) to provide
insurance cover for the works on show at the Pinacoteca Albertina (Albertina Picture Gallery). In June the
Company hosted the presentation of the book written by the journalist Luca Ponzi entitled “Reale è a
nostra storia”, recounting Reale Mutua’s almost 200-year history.
Also as part of its commitment to supporting cultural events and to promoting opera music in Piedmont,
Reale Mutua sponsored “The Marriage of Figaro” by Wolfgang Amadeus Mozart, staged at the Teatro
Regio in Turin in February.
The City of Turin hosted numerous major international events in 2015, including the Exposition of the Holy
Shroud, the fourth edition of “Biennale Democrazia” and the Third Global Forum on Local Development:
Reale Mutua contributed towards the cost of organising these (or related) events and directly promoted
in-depth discussions and debates on matters of common interest.
In keeping with the corporate strategy and unfailing commitment to family protection and prevention, in
October the Company, in partnership with the Associazione Amici dell’Università di Torino (Friends of
Turin University Association), organised and sponsored a cycle of conferences open to the public on the
subjects of health and welfare.

Partnership agreements
are geared to long-term
sustainability and
supporting organisations that
develop projects to enhance and
preserve the local artistic and
cultural heritage
and all those committed to
upholding the values of good
sportsmanship and fair play.
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The Reale Mutua Historical Museum
The Reale Mutua Historical Museum was included in the
“Abbonamento Musei Torino - Piemonte” season ticket
for museums in Turin and Piedmont in October 2014. The
museum proved extremely popular again in 2015, and the
total number of visitors since it first opened now stands at
more than 7,600.
The “Realmente Protetti Young” scheme for primary and
middle school pupils launched in the 2014-2015 school
year, resumed in 2015. This project, sponsored by Piedmont
Regional Council, Turin Municipal Council, the Italian Ministry
of Education, Universities and Research, and ITER, has been
extremely popular with teachers and pupils alike. Special visits
were organised to teach the children about the culture of
insurance and the concepts of risk and protection. More than
1,100 pupils from 55 classes at schools in Turin took part in
the initiative.
During the Exposition of the Holy Shroud, the Museum opened
each weekend in May, with free admission. This was also
made possible thanks to the collaboration of volunteers from
the Friends of the Museum Association. Lastly, to arouse
children’s interest in museums, the Company took part in
the “National Family at the Museum Day – F@MU 2015”.
Changes were made to the overall layout, to accommodate
their needs and there were a host of games and attractions
to welcome them.
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Institutional and media relations
In 2015 institutional relations were directed towards establishing new contacts with various local
cultural and social organisations. Particular attention was paid to ensuring constant communication with
the City of Turin.
Special emphasis was placed on communicating the new visual image of Reale Group. In May 2015 Reale
Mutua hosted a press conference on the eighth floor of its headquarters to launch the new brand identity.
Senior executives from the Parent and from the Group presented the rebranding project and gave the
numerous journalists who were attending some insight into their future business strategies.
The Company continued to have direct contact with leading journalists from newspapers and general
and sector-specific magazines and encourage the participation of company representatives in interviews,
conferences and workshops. It maintained constant, regular relations with the mass media in order to
guarantee the utmost efficiency in the dissemination of corporate news and enhance the visibility of both
the Company and the Group.
In 2015 the Group issued 39 press releases (34 in 2014) concerning institutional and corporate issues,
the presentation of projects or launching of new products.

Further information is provided in chapter 1.10: “Sales, Marketing and Communication” of the Report on Operations.
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The Environmental Report
Respect for the environment is an integral part of Reale Mutua’s values, based on its decision to adopt
environmentally and ethically sustainable criteria for managing its business activities. In applying these
principles, the Group has taken steps and implemented control measures to optimise its use of resources
and reduce waste in accordance with all the applicable legal requirements in the areas where it operates.

ACTIVITY/ SECTOR

IMPACT/ ASPECT

OPERATIONAL CONTROL/ MEASUREMENTS

Water consumption
Electricity/gas consumption
Waste water from sanitary facilities
Use of electric/electronic equipment
Production of used electric/
electronic equipment for disposal
OFFICE ACTIVITIES
(direct impacts)

Paper consumption
Production of packaging

Monitoring of consumption, specific contracts with suppliers,
technical notes, awareness-raising campaigns addressing staff
and suppliers

Use of toner and cartridges
Use of office furnishings
Production of used furnishings
Production of paper and plastic
Production of toner and used up cartridges
Emissions of greenhouse gases HFCs and
ozone-depleting substances HCFCs from the
use of conditioning systems
SUPPORT ACTIVITIES
system operation
(direct impacts)

Emissions into the atmosphere of CO2, CH4,
SO2, NOX from the use of independent heating
systems

Analysis of environmental performance indicators, monitoring
of consumption, awareness-raising campaigns.

Fuel, electricity and water consumption
Other impacts (noise, vibrations, visual impact)
Transport and mobility of staff
SUPPORT ACTIVITIES		
(indirect impacts)

Maintenance of air conditioning systems
(cooling/heating)
Cleaning and disinfection of premises

ACTIVITIES TO SUPPORT
ENVIRONMENTAL
SUSTAINABILITY
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Company policies for optimising transport, incentives for
sustainable mobility, raising awareness of directors and staff,
raising awareness of suppliers and specific contracts.

-

Development of new environmental insurance products,
business incentives for certified customers, enhance relations
with certified suppliers.

-

Support organisations/bodies that operate to protect the
environment and foster environmental education.

-

Support own companies to foster attainment of ISO 14001
certification of their environmental management systems.

-

Organisation of events/initiatives and engagement of staff.

-

Staff training on environmental issues.

The Environmental Management System
The adoption of a Group-wide environmental management system has enabled us to:
• define a Group environmental policy setting out the aims and actions with respect to the
environment;
• conduct an environmental review to obtain an accurate picture of the Group’s environmental
impact;
• develop a Group environmental sustainability programme, i.e., define the measures and controls
in order to achieve the objectives set out in the environmental policy;
• conduct a management review to re-examine the results of the activities and achievement of
the planned objectives;
• perform audits, i.e., systematic, documented, periodic and objective evaluations of the
performance of the organisation, management system and processes designed to protect the
environment.
The development of an environmental management system has allowed us to plan the next steps in the
process of obtaining ISO 14001 certification for all Group companies, scheduled as follows:

March 2016
• Reale Mutua Assicurazioni
surveillance audit
• Italiana Assicurazioni surveillance audit
• Certification of Reale Immobili

November 2016
• Blue Assistance
surveillance audit *
• Banca Reale surveillance audit *
• Certification of Reale Ites *

March 2017
• Reale Mutua Assicurazioni
surveillance audit *
• Italiana Assicurazioni surveillance audit *
• Reale Immobili surveillance *

By end of 2018
• Certification
of Reale Seguros *

* Adaptation to the new ISO 14001:2015 standard
The Group Environmental Policy Management office is responsible for governance of the environmental
management system. It includes an environmental management officer and a management
representative from each company.
The Group environmental management system is adequately structured to accommodate the changes
required under the new version of UNI EN ISO 14001:2015, the implementation of which is scheduled
for the autumn of 2016.
Further information is provided in chapter 1.12: “Other Information” of the Report on Operations.
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Environmental training
As part of the environmental training programme, the Environmental Management Policy office organised
visits to a number of sites that have a significant impact on the environment.
The visits were well attended, by employees responsible for keeping the management system up-to-date
and representatives from some Reale Mutua agencies that have already obtained certification of their
environmental management systems.
The welcome initiative translated the Group’s principles and environmental commitment into a concrete
activity.

Waste-to-Energy 		
plant in Turin
This plant incinerates unrecyclable waste and recovers the energy contained in it. This represents the final
stage of Turin’s integrated waste management system, where 50% of all waste is now recycled.

Iren
Cogeneration Plant
One of the most technologically advanced combined heat and power generation plants.

Smat

The Turin metropolitan water utility is a centre of excellence in the sector of water treatment and the
processes that water undergoes from capture through to distribution.
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Environmental initiatives
M’illumino di meno
On February 13 Reale Group joined the “M’illumino di meno” initiative
to mark the eleventh Energy Saving Day.
The lights at the Reale Mutua headquarters in Via Corte d’Appello,
those at the head office of Banca Reale in Corso Vittorio, the blue
lights on the skyscraper in Piazza Castello in Turin and those of the
Italiana Assicurazioni head office in Via Traiano in Milan were all
turned off for the night.

Feb.
13,
2015

World Environment Day
The theme for 2015 “Seven billion dreams. One planet. Consume with
care” highlighted the need to manage natural resources efficiently:
to consume and produce more sustainably to ensure prosperity
and well-being globally, based on the principles of intergenerational
equity.
The one-day event organised by Reale Group was staged in
collaboration with the Zanzara workshop in Turin.

June
5,
2015

European Mobility Week - Choose Change Combine
One environmental aspect that is fundamental to sustainability is
without doubt the way we travel to and from work: it is important
to think about the options available and choose the right mode with
the least impact on the environment.
To underline this commitment and communicate its importance,
Reale Mutua held a photography competition called “Choose.
Change. Combine” in September, during European Mobility Week.
Fabbrica Futuro, the corporate social network, was used to host the
competition. Colleagues were invited to post photos of their ideas of
sustainable mobility.

Sept.
16-22
2015
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Energy Audit
Directive 2012/27/EU on energy efficiency was implemented in Italy through Legislative Decree No.
102 of July 4, 2014 (Official Gazette General Series No. 165 of July 18, 2014). The aim is to reduce
primary energy consumption in Italy by 2020.
Energy audits were carried out at the head offices of Reale Group companies and at the properties owned
by Reale Immobili.
The assets of all Reale Group companies were clustered and then 5 sites were chosen for diagnosis:

• 1 site owned by Società Reale Mutua di Assicurazioni (Reale Mutua headquarters)
• 3 sites owned by Reale Immobili (Corso Giulio Cesare 268, Turin, Piazza Castello 113, Turin,
Corso V. Emanuele 18, Turin)
• 1 site of Banca Reale (Parma branch)
The audit shed light on a number of situations where management actions can be implemented to
significantly improve economic and environmental performance.
Reale Group has included the main actions in its environmental programme.

Internal Audits via Lync
In line with environmental objectives and the need to optimise costs, the Group has tested a new method
for performing internal audits at its business units, using IT tools provided by the organisation (Lync)
to communicate with the heads of the business units via video-conference. Compliance with legal
requirements is verified remotely by the Environmental Management Policy office using the folder shared
with Reale Immobili where all the necessary records are stored.
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FollowMe Printing
FollowMe Printing is a new printing solution that allows users to print documents
at any printer without specifying it beforehand. The print job is not released until the
user authenticates at the enabled printer using the company badge or user name and
network password.
This ensures printing is confidential and, according to studies by Gartner
, reduces
the amount of paper and toner used by around 20%, which is more or less equivalent to
the number of documents left uncollected at printers.
In addition to the obvious economic benefits, reducing the amount of paper and toner
that are used has considerable advantages for the company and for the environment,
because it means less waste, less energy, less water and C02 (two essential elements in
the paper production cycle) and, above all, it means saving many trees.
The project, launched in September 2015, will end in February 2016 with the installation
of FollowMe Printing on all of the multi-function printers (178) at the head offices of the
Group’s Italian companies.
This system has been in use at the Spanish offices since September 2015.

Let’s travel less but make our ideas travel
Some 2,200 video conference sessions were held in 2015 by Group companies, for a
total of around 2,500 hours of audio-video calls (the equivalent of 310 working days).
The more widespread use of Lync (now Skype for Business) also confirms the interest
in new communication platforms for video and phone calls and for organising online
meetings. There were around 800 users at the end of 2015, about 30% more than in
the previous year. The aim is to gradually increase this number to include all users at
the Group.
Virtual communication reduces the need to use means of transport, bringing immediate
benefits in terms of reducing traffic congestion and C02 emissions.

Energy-saving through virtualisation
The workstation virtualisation (VDI) project, which commenced in June 2013, was completed in 2015, with the virtualisation of around
1,300 units across the Group. The project has delivered benefits in several areas, including:
• reduction of investments in hardware, recovery of office space and lower energy consumption (power and cooling): the
average annual power consumption of a conventional PC is 514.8 kWh, compared to a “virtual” PC that consumes about
28.6.
• optimisation of the use of natural resources, specifically as regards energy efficiency and consequences for the
environment.
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Reale Mutua’s key environmental indicators
Paper (Group)
All paper used for printing and photocopying is purchased through the Group Purchasing function. Types
and consumption refer to all companies. There was a marked increase in the use of recycled paper (+43%)
in 2015 and a decrease in that of non-certified paper (-64.5%), thanks to the policy implemented by the
Group. There was also a significant reduction in the use of FSC paper
(-27.2%). The total amount of
paper used fell from 486,000 Kg in 2014 to 412,000 Kg in 2015. With the launching of the “Digitalisation
Project”, agencies have been able to cut down on their use of paper. Quotes and contracts can now be
issued using a tablet, not necessarily in the actual agency, and data and contract documents can be
stored electronically.

+ 28,840 Kg

Recycled paper used
in 2015 compared to 2014

- 85,372 Kg

FSC paper
used in 2015
compared to 2014

- 17,317 Kg

Non-certified paper used in 2015
compared to 2014

- 15%

Overall reduction
in the use of paper in 2015
compared to 2014

Water
The water used by Reale Mutua
is mainly for private use and to
operate systems such as air
conditioning and fire sprinklers.
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ENVIRONMENT

- 13%

Reduction in drinking water
consumption in
2015 compared to 2014

[G4-EN6]

- 3.38%
Reduction in electricity consumption
in Via Corte d’Appello in 2015
compared to 2014

[G4-EN16]

Electricity

The greenhouse gas emissions generated by Reale
Mutua are mainly associated with electricity
consumption and the energy used to operate
heating and air conditioning systems.
Improvements to the electricity
substation, specifically involving
the replacement of the low
voltage panel serving the electric
system of the building in Via Corte
d’Appello where Reale Mutua has
its headquarters, have improved the
overall quality of the system in terms of its
management, monitoring, control and energy
efficiency.

Indirect atmospheric emissions

The greenhouse gas emissions indirectly generated by Reale Mutua are mainly associated with business
travel and commuting.
Emissions for each vehicle used are those provided in the Ecoinvent 2.2 database.
In 2015 employees were invited to answer a new online questionnaire and to provide additional
information about the type of vehicle and/or means of public transport they use to travel to work.
Based on the answers provided, it emerged that total emissions generated by commuting amounted to
450 tonnes of CO2-eq.
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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
The presentation of complementary products or services to existing customers.

EDW (ENTERPRISE DATA WAREHOUSE)
This data warehouse integrates business data from different areas and makes it available to users.

FSC (FOREST STEWARDSHIP COUNCIL)
The Forest Stewardship Council (FSC for short) is a non-governmental non-profit organisation. FSC certification is internationally
recognised. Its purpose is to promote responsible forest management and the traceability of all processed wood. The FSC logo
guarantees that the product was made using wood from forests managed in accordance with two standard principles: forest
management and chain of custody.

GAMIFICATION
Applying gaming techniques to non-game activities.

GARTNER
This multinational company is the world’s leading information technology research and advisory company. It’s main activity is to
help customers make informed investment decisions through research, advice, comparative analysis, events and news. Founded
in 1979, Gartner is headquartered in Stamford, Connecticut, USA, and has clients in about 90 countries.

GRI – G4 (GLOBAL REPORTING INITIATIVE)
The GRI G4 international guidelines provide guidance on the preparation of sustainability reports and list the key performance
indicators in all areas of a company’s business. They were published by the Global Reporting Initiative (GRI), one of the world’s
most widely used sustainability reporting frameworks, which was also responsible for the previous versions.
The new guidelines require organisations to place greater emphasis on the specific aspects of their business and relations with
stakeholders. Organisations must therefore focus more on informing markets and society about how they address sustainabilityrelated issues in their business activities.
The focus on materiality is one of the main new features of the fourth edition of the GRI Guidelines, where the term materiality
means defining what matters for an organisation and its stakeholders. This approach will allow businesses to produce more
concise reports that only include topics they consider to be relevant.
It is therefore up to each individual organisation to decide which aspects to include in the report according to their impact on
the organisation and their importance for stakeholders. In determining this new materiality threshold, organisations will need
to establish an in-depth dialogue with their stakeholders and adapt the report appropriately in view of their specific activities to
make it more effective and focus on the most important impacts.
A second aspect of the G4 Guidelines compared to previous versions is the elimination of the Application Levels A, B, and C, which
have been replaced with two new options to designate the content to be included: “core” and “comprehensive”. The Core option
contains the essential elements of a sustainability report, whereas the Comprehensive option provides the basic information in
addition to all the indicators related to each material aspect. In practice this simplifies sustainability reporting.
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GLOSSARY

The third key change in G4 is the increased focus on the supply chain, based on the concept that the sustainability assessment
must regard the entire supply chain if the report is to provide a complete picture of the organisation’s sustainability. This could
also provide an important opportunity for pointing out good examples of CSR practices by companies along the supply chain
(especially SMEs) that would otherwise probably go unnoticed.

ISO 14001: ENVIRONMENTAL MANAGEMENT SYSTEM
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.

ISO 26000: GUIDANCE ON SOCIAL RESPONSIBILITY
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.

LEAD
A lead is a potential customer who has shown an interest, at different levels, in a given product or service. All lead generation
activities are designed to attract these potential customers, who are not simply users but people with whom an initial contact
has already been made, in one way or another.

LSS (LEAN SIX SIGMA)
A tool for process improvement that, starting from voice of customer, seeks the most efficient method for satisfying the
customer’s needs while also ensuring revenue and quality.

MENTORING
Mentoring is a development activity. It is a relationship (formal or informal) between two individuals, one of whom is more
experienced (senior, mentor) and the other is less experienced (mentee), i.e. a student, to develop the latter’s training, employment
and social skills. It is also used in schools, as a means of social reintegration, as well as by businesses. Mentoring is a medium to
long-term relationship in which the mentee is guided towards acquiring new skills and self-confidence.

NPS (NET PROMOTER SCORE)
This is one of the methods most widely used by businesses to measure customer satisfaction.
Measurements are obtained through interviews in which the key question is: “How likely is it that you would recommend this
company to a friend or colleague?”
Customers rate their answers on a scale of 1 to 10.
Customers’ answers are grouped as follows:
0-6 = Detractors — customers who are unhappy and could damage your brand through negative word of mouth
7-8 = Passive — customers who are satisfied but not enthusiastic, who could be influenced by competitors’ offerings
9-10 = Promoters — customers who are loyal, will keep buying the product and recommend it to other people.
Subtracting the percentage of detractors from the percentage of promoters gives the NPS.

PEFC (PROGRAMME FOR ENDORSEMENT OF FOREST CERTIFICATION SCHEMES)
The PEFC, like the FSC, is an internationally recognised programme to promote sustainable forestry. The PEFC logo guarantees
that wood and paper products come from sustainably managed forests.

PERSONAL BRANDING
Personal branding refers to an individual’s ability to market themselves to others, to make themselves agreeable or in any case
to please the members of a community, using methods similar to those used to market commercial products.
Unlike with other self-improvement techniques, personal branding must concentrate not only on the value but also on the
methods of promotion. This is a process whereby a company or a person drives home their selling points (knowledge, skills, style,
personality, abilities, etc.), the qualities that make them unique, creating a personal brand, which can then be used in the way
they think most effective.
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Table of indicators
Foreword
The GRI G4
international guidelines provide guidance on the preparation of sustainability reports and list the key
performance indicators in all areas of a company’s business: financial, social and environmental.
Although this document does not fulfil all the requirements of the GRI (the complete version of these Guidelines is available at:
https://www.globalreporting.org),
it is based on this standard, which will form the framework of future sustainability
reports.
We have conducted a detailed analysis of the available indicators and included these in a table based on the list proposed by
the GRI.
We have also started to consider how to approach a number of key topics that will be included in a future materiality assessment,
again following the G4 guidelines on Disclosures on Management Approach (DMA) for material aspects, i.e., aspects that reflect
the organisation’s significant impacts and to which particular attention must be paid in reporting, external communication and
disclosure to stakeholders.

Table of indicators
GENERAL STANDARD DISCLOSURES
STRATEGY AND ANALYSIS
INDICATOR

REFERENCE

G4-1
Statement from the most senior decision-maker about the relevance of sustainability to the organisation and the
organisation’s strategy for addressing sustainability
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TABLE OF INDICATORS

4

PROFILE
INDICATOR
G4-3
Name of the organisation
G4-4
Primary brands, products and/or services.

REFERENCE
Cover
4, 16/17

G4-5
Location of the organisation’s headquarters

132

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

14

G4-7
Nature of ownership and legal form

6

G4-8
Markets served (including geographic breakdown, sectors served, and types of customers and beneficiaries).

16-17

G4-9
The scale of the organisation

14

G4-10
The workforce

56

G4-11
The percentage of total employees covered by collective bargaining agreements
G4-12
The organisation’s supply chain
G4.14
Whether and how the precautionary approach or principle is addressed by the organisation

Missing
106
Not applicable

G4.15
Externally developed economic, environmental and social charters, principles, or other initiatives to
which the organisation subscribes or which it endorses.
Include date of adoption, countries or operations where applied, and the range of stakeholders involved in the
development and governance of these initiatives (such as multi-stakeholder, etc.). Differentiate between nonbinding and voluntary initiatives and those with which the organisation has an obligation to comply.

42

G4.16
Memberships of associations and national or international advocacy organisations

40

IDENTIFIED MATERIAL ASPECTS AND BOUNDARIES
INDICATOR

REFERENCE

G4-17
List of entities included in the organisation’s consolidated financial statements or equivalent documents

16-18

G4-18
Process for defining the report content and the aspect boundaries

Missing

G4-19
Material aspects

Missing

G4-20
For each material aspect, report the aspect boundary within the organisation, as follows:

Missing

G4-21
For each material aspect, report the aspect boundary outside the organisation, as follows:

Missing

G4-22
The effect of any restatements of information provided in previous reports, and the reasons for such restatements

Missing

G4-23
Significant changes from previous reporting periods in the scope and aspect boundaries

Missing
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STAKEHOLDER ENGAGEMENT
INDICATOR

REFERENCE

G4-24
List of stakeholder groups engaged by the organisation.

6-7

G4-25
Basis for identification and selection of stakeholders with whom to engage

6-7

G4-26
The organisation’s approach to stakeholder engagement, including frequency of engagement by type and by
stakeholder group

Missing

G4-26
Key topics and concerns that have been raised through stakeholder engagement, and how the organisation has
responded to those key topics and concerns

Missing

REPORT PROFILE
INDICATOR
G4-28
Reporting period
G4-29
Date of most recent previous report
G4-30
Reporting cycle

REFERENCE
8
April 30, 2014
4

G4-31
Contact point

132

G4-32
‘In accordance’ option and assurance report

None

G4-33
Policies and practices to obtain external assurance

None

GOVERNANCE
INDICATOR

REFERENCE

G4-34
Governance structure of the organisation, including committees of the highest governance body.

18-19

G4-56
The organisation’s values, principles, standards and norms of behaviour

35-36
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Specific standard disclosures
OUR APPROACH
DMA -. MEMBER-POLICYHOLDERS
The central focus of Reale Mutua’s mission is on serving its member-policyholders. Indeed, the sustainability of the company and the centrality of memberpolicyholders are listed as priorities in the three year plan (2016-2018).
Transparency, fairness and professionalism are the core principles that underpin our business activities. Principles that revolve around mutualism, the
distinguishing feature of the Parent and the other Group companies; principles that form the basis of our modus operandi, of which mutuality benefits are one
important aspect.
The main actions are organised along the following lines:
• Customers’ needs: understanding needs is the first step in order to deliver adequate solutions that satisfy the needs of our member-policyholders and
potential customers. The portfolio includes a broad range of customisable life and non-life insurance products. The main focus of attention is the Welfare
sector, which will be at the centre of a strategic repositioning plan in coming years. Attention is also paid to research, to extending the product offering and
to analysing emerging risks, such as those related to the technological panorama. As part of its investment policy, the Company seeks to adopt an approach
that combines financial considerations, aimed at increasing and preserving the capital invested, with careful evaluation of the social and environmental
implications of the investments. The Company has a prudent, conservative investment philosophy, aimed at preserving the Group’s overall assets. Issuers
are selected using criteria to measure their compliance with requirements in terms of ethical conduct and social responsibility.
• Customer relations: the aim is to verify the adequacy of the offering and the quality of service. The agency network, well trained and up-to-date with the
latest developments in the insurance sector and the values of the principal, is the privileged channel through which members “experience” the transparency
of contractual clauses, professional ethics and competence.
• Reale Mutua dedicates much energy to customer satisfaction, on the principle that measuring standards of service is a fundamental asset for improving
relations with customers. The Buongiorno Reale freephone service 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. The service has evolved over the years, in terms
of queries handled and faster response times.
• The style adopted for promotional campaigns and sponsorships is simple and measured, aimed at establishing a dialogue with customers.
• Management of critical situations in relations with customers: receiving complaints is always a delicate moment, in which Reale Mutua tries to adopt a
methodical, proactive approach and find a constructive solution to the problem. This can also be an opportunity to investigate the issue from a broader
perspective and with a view to improving the service (reviewing contractual clauses, settlement procedures, internal procedures, etc.). Reale Mutua receives
fewer complaints than its competitors and the average response time is well below that established by the relevant legislation.
Member-policyholders may apply to the Policyholders’ ombudsman to settle disputes with the Company; the ombudsman is an independent body set up by
Reale Mutua in 1995. It is the only one of its kind on the Italian insurance market and now also serves insureds of the Italiana Assicurazioni subsidiary. While
policyholders may reject the ombudsman’s decision if they disagree, such decisions are always binding on the Company. Should the complaint lead to the filing
of a lawsuit, Reale Mutua can rely on the support of a network of trusted and duly monitored service providers (legal firms and, when necessary, adjusters,
repair shops, etc.) who act according to the same logic that distinguishes the Group. They have also been given a copy of the Code of Ethics and a letter of
assignment setting out the rules of fairness, transparency and cost effectiveness that they are expected to abide by.
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DMA - SUPPLIERS
Reale Mutua sees its suppliers as a real asset. These stakeholders contribute proactively and innovatively to the Company’s success in the market by
guaranteeing lasting economic performance and the ever-improving quality of products and services.
For that reason, Reale Mutua:
• has confirmed its desire to build long-lasting and mutually beneficial relationships with its qualified suppliers as a core objective, working every day to
establish such relationships according to principles of honesty and fairness in order to foster a corporate culture in line with the principles of business
ethics;
• pursues this objective by adopting and complying with the provisions of the “Procurement Code”, a specific set of operating procedures and rules of
conduct for the purchasing department and internal clients in which roles and responsibilities are clearly defined;
• uses a portal which enables access to the Group Supplier Register, the purpose of which is to facilitate dialogue with existing and potential suppliers to
ensure that all companies have an equal opportunity to register and submit their applications;
• adopts objective selection, evaluation and control criteria to assess the technical and organisational capabilities, ethical, economic and financial standing
of the entire supply chain, which includes approval of sub-contractors, monitoring and control.
In detail, we expect our suppliers to promote the following principles in their relations with us:
• fight against corruption;
• promotion of safe and healthy working environments;
• non-discrimination;
• prohibition of child or forced labour.

DMA - ENVIRONMENT
The gradual extension of ISO 14001 certification to all Group companies implies an unfailing commitment to protecting the environment and serves as a
stimulus for continuous improvement in this area.
In the autumn of 2016 Reale Mutua and the other Group companies intend to upgrade their quality management systems to the new version of ISO
14001:2015; this will mean reviewing all the processes involved and drawing up a map of our stakeholders’ needs and expectations with regard to
environmental issues.
The targets set out in the environmental management programme of Reale Mutua (and thus of the Group as a whole) will enable us to monitor and, where
possible, reduce our environmental footprint and our impact on the land, water and air.
Aspects concerned:
• Raw materials (monitoring of materials used that are recycled input materials).
• Energy (monitoring of total fuel consumption from renewable or non-renewable sources. The organisation is working to define a Group-wide procedure
for monitoring energy consumption).
• Water (monitoring of water consumption and water sources).
• Emissions:
• Monitoring of greenhouse gas emissions and possible ways of reducing these.
• Monitoring of ozone-depleting substances – Reale Mutua is examining the possibility of replacing its existing R22 gas systems, the only area
to which this aspect applies.
• Waste - The waste generated by Reale Mutua can be classified as non-hazardous special waste (where the municipal waste collection system cannot
be used). The organisation is working to define a Group-wide procedure that will allow a clearer definition of the roles and responsibilities for operational
waste management.
• Products and services (Reale Mutua will use the information obtained through a questionnaire it distributed to customers and agencies to investigate
whether its insurance products fulfil all environmental requirements).
• Compliance – Reale Mutua has not received any fines or sanctions for non-compliance with environmental laws and regulations.
• Transport – Monitoring of environmental impacts of transporting members of the workforce to and from work.
• Screening of suppliers using environmental criteria – Monitoring of suppliers with certification (quality, ethics, environmental management) and, if
necessary, increasing the number of such suppliers.
• Selection of products using environmental criteria – Reale Mutua encourages the use of materials that are recyclable (such as paper), produce less waste
and have a low environmental impact (for example by using cleaning products with the Ecolabel, FSC paper, energy efficient PCs, LED light bulbs, etc.).
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Our indicators
ECONOMIC PERFORMANCE
INDICATOR

REFERENCE

G4-EC1
Direct economic value generated and distributed, including revenues, operating costs, employee wages and
benefits, donations and other community investments, non-distributed profits, payments to providers of capital
and to government

49

G4-EC7
Development and impact of infrastructure investments and services supported

50

G4-EC8
Analysis and description of significant indirect economic impacts, including the extent of impacts

48-50

ENVIRONMENTAL PERFORMANCE
INDICATOR

REFERENCE

EN1
Raw materials used by weight or volume

122

EN2
Percentage of materials used that are recycled input materials

122

EN6
Reduction of energy consumption

123

EN16
Energy indirect greenhouse gas emissions (Scope 2)

123

EN32
Percentage of new suppliers that were screened using environmental criteria

104

EN33
Significant actual and potential negative environmental impacts in the supply chain and actions taken

104

SOCIAL PERFORMANCE – LABOUR PRACTICES
INDICATOR

REFERENCE 2014 SR

G4-LA1
Total number and rates of new employee hires and employee turnover by age group, gender and region

56

G4-LA2
Benefits provided to full-time employees that are not provided to temporary or part-time employees, by significant
locations of operation

67

G4-LA9
Average hours of training per year per employee by gender, and by employee category

62

G4-LA10
Programmes for skills management and lifelong learning that support the continued employability of employees and
assist them in managing career endings

71

G4-LA12
Composition of governance bodies and breakdown of employees per employee category according to gender, age
group, minority group membership, and other indicators of diversity

56
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[G4-5], [G4-31]

CONTACT DETAILS

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
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