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Letter from the Chairman

ITI MIHALICH / CHAIRMAN

Once again Reale Mutua's Sustainability Report is accompanied by a review of the social, economic and
environmental impacts of the activities of Reale Group companies, to provide a complete picture of the
Group's sustainability performance.
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. Reale Group companies share a common set of values that are summarised in the
principle of mutualism; these values are reflected in our business activities, our people and our relationship
with the local community and society at large.
This sharing of values has been strengthened by adopting a common, Group-wide Code of Ethics. This
sets out the core values that guide the actions of everyone who works with us and is a point of reference
for all our companies and all stakeholders who work with us or on our behalf.
Because we share the same stakeholders, we have established a common dialogue that reinforces and
confirms each company's sense of belonging to the Group, which has grown stronger with the creation of
a single brand. The aim is to improve the visibility and distinctiveness of the Group's brand image without
overlooking our origins and the identity of each individual company, as the basis for financial soundness
and adequate human capital.
Having a single "surname" for all the companies that make up this Group will definitely create a strong
sense of pride, belonging and unity among our people.
This report is a response to changes in governance disclosure requirements and the need to describe the
policies implemented to control the social and environmental impact of our actions along the value chain.
It is also an opportunity for us to focus on transparency in the communication of information and to adopt
a forward-looking approach.
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The purpose of a Reale Group
sustainability report
This year we have once again prepared a report on our "social" responsibilities towards our stakeholders.
The sustainability document has evolved 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.
2015 marked an important milestone for us, with the birth of Reale Group. The new brand is the result of
an evolutionary process within the Group and the new visual identity also underlines the fact that each
company belongs to a group with a broader, more competitive and more international scope.
In light of this renewed identity we have prepared a new, additional document which accompanies
and supplements the sustainability report of Reale Mutua Assicurazioni.
It is for all stakeholders and provides a quantitative and qualitative summary of
the main environmentally, socially and economically sustainable strategies
undertaken by Group companies. It also describes the most significant
The financial data
actions undertaken to foster engagement and communication as
included in this report
at December 31, 2015. This report accompanies the financial
statements with additional information about sustainability
are taken from the
performance to help our stakeholders gain a better
consolidated financial
understanding of the results of each company and the
statements and refer to
impact of their activities.
the year in question. They

have been audited by
an independent auditing
firm. The complete
financial statements are
available on the websites
of each company.
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Document structure
The report starts with a presentation of the Group: its companies, the meaning of mutualism, the founding
values and the governance model.
The next chapter examines the general principles of social and environmental responsibility and describes
the model and policies adopted by the Group.
This is followed by information about the key indicators referring to the social, economic and environmental
dimensions, and the main performance indicators for each Reale Group company (for the Parent, please
see the 2015 Sustainability Report).
Note that the Parent's 2015 sustainability report was prepared using the GRI G4 international guidelines
for the first time.
This standard provides very helpful guidance on the preparation of sustainability reports and lists the key
performance indicators in all areas of a company's business: financial, social and environmental.
Although the document does not fulfil all the requirements of the GRI, it represents an important step in
forming the framework of future sustainability reports.
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.
We have made every effort to present the information in this report
as clearly as possible. Please send any comments or requests for
additional information to the e-mail address in the "contact
details" section.

Your suggestions
can help us to
improve this report.

Methodological notes
In view of the need to produce a succinct document, this report mainly
provides information about the most important aspects and results in the field
of sustainability.
For the reasons stated above, this report focuses on Group-wide projects and does not include details of
initiatives undertaken by the Parent only (for these, please refer to the Reale Mutua sustainability report).
We have made every effort to present the information in this report as clearly as possible: please send any
comments or requests for additional information to the e-mail address in the "contact details" section.
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Reale Group
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, 336 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.
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 manages technical-settlement, advisory and customer
care activities, always addressing the needs of the Group's member-policyholders. 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 Economic Interest Grouping called "Reale ITES EEIG” 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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Mutualism
Reale Mutua, founded in Turin in December 1828, is Italy's biggest mutual insurer. The core principle of mutuality guides the actions of
all Group companies.

The general principles common to all mutual insurers are:

The Mission of
Reale Group
"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."

• 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 and customers.

Our Values
Owing to its mutualistic nature, which means it does not have to use part of its income to pay dividends to shareholders,
the Group pursues a strategy of growth and consolidation of its financial standing. 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 customers, and
the companies themselves.
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.

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:
•
•
•
•
•
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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.

Centrality of
individuals

We recognise the centrality of individuals in our corporate strategies and decisions; we acknowledge
the contribution and foster the growth of each and every one, striving to meet their expectations and
satisfy their needs.
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:
•
•
•
•
•
•
•

Cohesion

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.

We encourage a high level of cooperation throughout the organisation, 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.
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The Group's Code of Ethics

.
In 2015 Reale Group decided to revise the Code of Ethics drawn up in 2013, in light of changes to the
corporate structure and the new Group brand.
The latest version acknowledges the adoption of the new company name and logo, the inclusion of Reale
Ites EEIG (set up in 2014) and contains a brief history of the organisation, from the founding of Reale
Mutua up to the formation of Reale Group as we know it today.

History

The word "Reale" has
been extrapolated
from the Reale Mutua
Assicurazioni logo.
This is a strong name
that conjures up and
represents a precise
DNA.

The starting point for creating the Group identity was the logo used by Reale Mutua
Assicurazioni, the first Group company to be established, in 1828. In the centre is the coat of
arms, the visual expression of the Group's tradition and history.
The word "Reale" has been extrapolated from the Reale Mutua Assicurazioni
logo. This is a strong name that conjures up and represents a precise DNA.

The Company's traditional colours have been used: blue and yellow, the symbol of
the city where the Group started out, expressing in a single emblem the balance it
achieves between remaining anchored in tradition and local markets on one hand, and
its focus on the future and international scope on the other.
This is the story of how Reale Group was born. A story that the Group wants to continue to
tell, this time all in the future tense, by adding new chapters to write together with its people.

Training and main activities
EMPLOYEE TRAINING PROVIDED BY REALE SEGUROS:

1
2

• in 2015 the Code of Ethics was communicated to 947 employees;
• 636 employees, i.e., 67% of the company's workforce, took the online course.		
DISSEMINATION AMONG THE AGENCIES OF THE ITALIAN AND SPANISH INSURERS

First steps with Reale Mutua's agents
• Meeting with representatives of the Agents Board.
Proposals for 2016
• Research how to give agents an active role in communicating the values of the Code of Ethics,
and choose explanatory documents.
• Research online training schemes.
• Define a Group-wide approach in this field.
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First steps with brokers of Reale Seguros
• Implementation of a Code of Ethics awareness raising programme.
Proposals for 2016
• Work with the Parent to define the actions required to implement the Code of Ethics and develop
a commercial offering that takes the principles of Corporate Social Responsibility and the Code of
Ethics into account.
• Develop a commercial strategy to be disseminated among all Reale Seguros agencies.

First steps with agents of Italiana Assicurazioni
• Presentation to the Italiana Assicurazioni Agents Board - Proposals
. The Code of Ethics and its implications for commercial operations
. Certification of agencies' environmental management systems
(separate scheme planned for 2016).
• Meeting with agents of Italiana Assicurazioni - Proposals
. Strong communication campaign by the company.
. Presentation/dissemination during the "Giro d'Italia".
. Production of communication tools for the agencies (posters, brochures, etc.).
. Research how to give agents an active role in communicating/disseminating the Code of Ethics
to/among customers.
• Presentation of the Corporate Social Responsibility Model and Code of Ethics
to Sales department area managers.
• Sharing of agencies' objectives and proposals.
• Planning of participation by the CSR department in the respective area meetings.
DISSEMINATION AMONG SERVICE PROVIDERS OF BLUE ASSISTANCE

• Meeting with the Blue Assistance Service Provider Networks Office to define the plan for communicating the
existence of the Code of Ethics.
• Copies of the Code of Ethics and Environmental Policy to be sent to service providers, with links to the site.
• Inclusion of the documents in the network's reserved area of the Blue Assistance site.
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DISSEMINATION TO REALE ITES EEIG

• Approved by the Board of Directors of Reale ITES EEIG on January 27, 2015.
• A communication plan and respective training course are planned.

4
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WORKSHOP: STAKEHOLDERS DIRECTORS

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.
Focus on the importance of having a Code of Ethics
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.
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Dialogue with stakeholders
In recognising the importance of stakeholder engagement, during the year Reale Group put various
mechanisms in place to foster dialogue and the exchange of ideas.

Policyholders
Customers/
Memberrs

Directors

Suppliers/
Approved
Service Providers

Engagement of member-policyholders and customers 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.).

Employees

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
and classroom training courses.

Brokers/
Agents

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 Reale Group's offering of products and services.

Society

As a final point, the Group organises numerous initiatives to foster relations with the
community at national and local level. These include information and promotional
campaigns, educational activities such as roadshows, training sessions and conferences.

As an autonomous and independent mutual insurer, Reale Group 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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The Group's governance model
Corporate Governance is the system by which the companies that make up Reale Group are directed and
managed; it defines the rules and procedures at every level in order to guarantee the correct direction and
control of each one and governs the relationships between the various players involved.
The 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 of
each company.
In continuing the process embarked on in recent years of highlighting the value of the Group "dimension",
and in order to improve the structure, transparency and efficacy of the governance, guidance and control
mechanisms employed in relations between the Parent and its subsidiaries, a new governance model came
into effect as from January 1, 2015 and will guide the Group over the coming years. The Group-wide model
underwent further improvements during the year to make it fully operational. The new model will provide the
Group with the appropriate levers in order to achieve the challenging goals set out in the three-year business
plan and, with a view to highlighting the value of the Group dimension, the aim is to:

Improve the structure,
transparency and
efficacy

of the mechanisms of

Governance
Guidance
Control
in relations between the Parent
and the other companies.

The model is based on the following principles:
• development of the model, built on the leadership consolidated in recent years by the Group
Management Committee;
• top management of local companies must have an adequate level of autonomy to meet the
challenges of their markets;
• the Group must be allowed to perform its governance, guidance and control activities;
• the model must be consistent with the current size of the Group, laying the foundations in
order to guarantee the necessary "scalability" for future expansion;
• exploitation of synergies between Group companies (knowledge, experience, processes);
• a certain degree of flexibility must be retained regarding the implementation of the model.
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The Group's governance model envisages four distinct macro-types of possible interdependency between the
Parent and its subsidiaries:
• Unified governance and control functions: these include the functions responsible for key levers to
guarantee the sustainability and profitability of the Group.
• Unified guidance functions: these comprise the functions responsible for key levers to foster the future
convergence of strategies and business models.
• Coordinated functions: this model includes the functions responsible for areas of high local/market
specificity.
• Company functions: functions that by their very nature operate in a global marketplace and/or need
solutions to develop adequate economies of scale at Group level.
The main corporate functions, involved in
the functioning of the Group, have been
classified under one of the four macro
models.

The operational approaches have been shared
in accordance with the guidelines drawn up
by the Group Management Committee which
is in charge of the process. In brief, these
envisage:
1. identification of opportunities for the
heads of the respective functions to
discuss matters
2. agenda of issues
3. sharing of methods and frequency of
meetings with global/local managers
4. preparation of an annual summary report
for the Group Management Committee

17

Responsible
management
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What CSR (Corporate Social Responsibility) means
In 2001, the European Union defined Corporate Social Responsibility as a voluntary action, i.e., a concept whereby companies integrate
social and environmental concerns in their business operations and in their interaction with their stakeholders on a voluntary basis.
Since then, much progress has been made in this area and in its Communication of October 25, 2011 the European Commission launched
a renewed strategy for CSR.
In detail, the new document:
• acknowledged the initiatives and changes that had taken place since the Commission issued its previous communications on CSR
(Green Book, Communications of 2001, 2002, 2006);
• stated the need for a change of approach and more effective and structured measures;
• proposed a new definition of CSR (simpler but more encompassing);
• defined an action agenda covering eight areas and 13 actions for 2011-2014.

EUROPE 2020
Europe 2020 is the EU's growth strategy for the coming decade.
In a changing world, the EU wants to become a smart, sustainable and inclusive economy. These three mutually reinforcing priorities
should help the EU and the Member States deliver high levels of employment, productivity and social cohesion.
Concretely, the Union has set five ambitious objectives - on employment, innovation, education, social inclusion and climate/energy - to be
reached by 2020. Each Member State has adopted its own national targets in each of these areas. Concrete actions at EU and national
levels underpin the strategy.

Regulatory principles and reference standards
For companies seeking a formal approach to CSR, especially large companies, authoritative guidance is provided by internationally
recognised principles and guidelines, in particular the recently updated OECD Guidelines for Multinational Enterprises, the ten principles of
the United Nations Global Compact, the ISO 26000 Guidance Standard on Social Responsibility, the ILO Tri-partite Declaration of Principles
Concerning Multinational Enterprises and Social Policy, and the United Nations Guiding Principles on Business and Human Rights. The GRI
G4 sustainability reporting guidelines currently feature among the most widely-used standards.
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Some objectives of Solvency II
EU law on CSR rules includes Directive 2009/138/EC of the European Parliament
and of the Council on the taking up and pursuit of the business of insurance and
reinsurance (Solvency II), applicable as from January 1, 2016.
The governance requirements, to ensure the sound and prudent management of
the undertaking, include enhancing sustainability in order to safeguard against
risks inherent in the business (especially reputational risks) and achieve better
transparency.

ENHANCING
SUSTAINABILITY

Reputational
Risk

Consumer protection
- Supervision
- Regulation

ROBUST GOVERNANCE
COMPLETE TRANSPARENCY AS REGARDS
THE CONDITIONS, COSTS AND RISKS
ASSOCIATED WITH PRODUCTS
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The core subjects
For companies nowadays it is increasingly important to look beyond merely increasing profits, and also
consider the needs of society in the broader sense. This means adopting a strategy capable of balancing
economic goals with social and environmental needs in order to achieve sustainable growth. Reale Group
has decided to implement the guidelines of ISO 26000.

ISO 26000 – GUIDELINES ON SOCIAL RESPONSIBILITY
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.

Holistic Approach

6.7
COMMUNITY ENGAGEMENT
AND DEVELOPMENT

6.2
HUMAN
RIGHTS
6.1 GOVERNANCE

6.6
CONSUMER
ISSUES

ORGANISATION

6.3
LABOUR
PRACTICES

ORGANISATION
6.5
FAIR
OPERATING PRACTICES

6.4
ENVIRONMENT

Interdependency
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process of continuous improvement which involves the
implementation of specific projects, monitoring and
reporting according to methods approved by the Board
of Directors, communication and engagement activities.
All departments of Group companies are called upon
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accordance with the Code of Ethics; they are also
responsible for performing the controls within their
sphere of competence, for detecting any cases of noncompliance and for reporting these to the competent
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Cohesion
rv
ice
s
nt
pro
ge
a
vide
/
s
rs
Broker

Compromise with interest groupings
Diagnosis
and plan for
improvement
Communication

Annual
objectives
Monitoring and
measurement
Action plans

22

Reale Group has set up a specific CSR unit.
A team of people from across all sectors who
work with the Group's main functions to
contribute to the sustainable growth of Reale
Group.
The unit was created in September 2012. It
reports directly to the General Manager.

Environmental sustainability
Environmental policy
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 applicable legislation, 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 member-policyholders and customers;
• strengthen the Group’s support for associations and bodies involved in nature preservation,
environmental education and information.

Reale Group recognises the importance of environmental sustainability, convinced of the need to adopt
an ethical approach on environmental issues in order to act responsibly and meet the needs of society
and at the same time create value and competitive advantage.

23

Environmental management system
This commitment to protecting the environment is Group-wide and serves as a constant incentive to
improve the way we conduct our business.
Reale Group recognises the importance of environmental sustainability in order come closer to people,
especially its member-policyholders and customers, convinced of the need to adopt an ethical approach
on environmental issues in order to act responsibly and meet the needs of society, and at the same time
create value and competitive advantage.
For Reale Group, 2015 was a year studded with a wealth of activities and actions that demonstrate our
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

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

2015
• 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 adopted and is now ready to be implemented by all Group companies.
This paved the way for the certification of Banca Reale, Italiana Assicurazioni and Blue Assistance and
allowed Reale Immobili to start 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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The Environmental Report
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.

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 Environmental Management System applies to all Group companies, as described below, as well as to
activities undertaken by third parties according to the applicable level of influence.
SCOPE OF APPLICATION
Pursuit, in the form of a mutual undertaking, of the business of non-life and life insurance and
reinsurance.

Pursuit of the business of non-life and life insurance and reinsurance.

Collection and management of savings, lending in its various forms and all other financial activities.

Organisation, development and delivery - including through a network of approved service providers
- of care and assistance services in areas relating to health, the family, material assets in everyday
life and in emergencies, at home and when travelling.
Planning and delivery of turnkey claims handling services for third parties.

Real estate management and technical consulting services for Group companies.

Provision of ICT and similar services to Reale Group companies.
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The implementation 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

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

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

By end of
2018
• Certification of Reale Seguros *

* Adaptation to the new ISO 14001:2015 standard
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The Group Environmental Policy office is responsible for the governance of the environmental management system. It includes
an environmental management officer and a management representative from each company.

Management Representatives:

Luca
Filippone

Massimo
Luviè

Andrea
Bertalot

Alberto
Ramella

Anna
Gioannini

Tiberio
Strati

The Group environmental management system is adequately structured to accommodate the changes required under the new
version of UNI EN ISO 14001:2015, and is scheduled to be implemented in autumn 2016.
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Economic
Dimension
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Economic indicators
€/K

Reale Mutua

Italiana

€ 59,411

€ 23,419

€ 713,572

281%

Net result for the year

€/K

Net result for the year

Total value added

Solvency ratio

Total claims paid to policyholders
and damaged parties
1,464,862

INDIRECT
BUSINESS

3,513

96%

Combined ratio Non-life business

INDIRECT
BUSINESS

180

Capital investments:
7,932,821

TOTAL
PREMIUMS

Mutuality Benefits
10,163

2,230,597

95.8%

Combined Ratio
Non-life business

TOTAL

PREMIUMS

DIRECT
BUSINESS

803,319

DIRECT
BUSINESS

Total claims paid to policyholders and
damaged parties:
548,323
Capital investments:
2,266,463

2,227,084

458%

803,499

Solvency ratio

€/K

Blue Assistance
€ 28,151

Total value of production

€ 457

Result for the year

87.5%

Level of Service

507,906

507,906

CALLS RECEIVED

Total calls received

1 call solution del 81%
Problem solving

29

Reale Immobili
over 500,000 m2

REST
OF ITALY

ROME

8%

22%

Real estate owned

€ 1.3 billion

MILAN

36%

LOCATION
OF REAL ESTATE

TURIN

34%

Assets managed

more than 90
Buildings owned

HOSPITALITY
SECTOR

7%

OTHER USE

26%

approx. 4,500

OFFICES

Property units

approx. € 70 mln

RESIDENTIAL

26%

Annual rental income

Reale ITES

SHOP

7%

Banca Reale

38,067 investments
of which 10,277 in strategic objectives
92% of requests for assistance solved
1-call solution in 65% of cases
Level of service:

€/K

€ 2,091

Net result for the year

24.82%

Total Capital Ratio

245,760
Uses

DIRECT CUSTOMERS

REQUESTS NOT SOLVED

548,710

BANKING

8%

66,029

LEVEL
OF SERVICE

DEPOSITS
€/K
REQUESTS SOLVED

92%
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34%

USE

INDIRECT CUSTOMERS

9,728,917

Reale Seguros

Reale Vida
Y Pensiones

€/K

€ 785,142

€ 30,429

€ 490,700

174%

96%

€ 8,139

Direct business premium income

Shareholders’ equity

Combined ratio Non-life business

€/K

Premiums written

Solvency ratio

Shareholders’ equity

370%

IGAR SA

Solvency ratio

€/K

€ 3,835
Turnover
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Social
Dimension
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3,107

Total Group workforce
as at December 31, 2015

grouped as follows:
Spanish Group companies

Italian Group companies

WOMEN: 401

45%
MEN: 1,150

MEN: 541

53%

55%
WOMEN: 1.015

47%
TOTAL: 2.165

TOTAL: 942

Workforce by company and gender as at December 31, 2015
(with reference to the breakdown by professional category)
591
554
251
OFFICE STAFF

OFFICE STAFF

496

348

MIDDLE MANAGEMENT

OFFICE STAFF

213

OFFICE STAFF

194

172

OFFICE STAFF

92

53

MIDDLE
MANAGEMENT

MIDDLE
MANAGEMENT

MIDDLE
MANAGEMENT

MIDDLE
MANAGEMENT

MANAGEMENT

MANAGEMENT

MANAGEMENT

MANAGEMENT

MANAGEMENT

5

206
1.145

37

19
0

REALE MUTUA
ASSICURAZIONI

OFFICE STAFF

55

MIDDLE
MANAGEMENT

79

24
0

OFFICE STAFF

OFFICE STAFF

MIDDLE
MANAGEMENT

MIDDLE
MANAGEMENT

MANAGEMENT

MANAGEMENT

21

MANAGEMENT

133
BANCA
REALE

464

5

4

23

37

25

1

1

REALE
IMMOBILI

84

81

MIDDLE
MANAGEMENT

2

MANAGEMENT

1

182

1

BLUE
ASSISTANCE

OFFICE STAFF

OFFICE STAFF

MIDDLE
MANAGEMENT

MIDDLE
MANAGEMENT

MANAGEMENT

MANAGEMENT

26
9

62

OFFICE STAFF

5

ITALIANA

29
54

74

98

2

192

51

163

MIDDLE
MANAGEMENT

57

6
0

OFFICE STAFF

24

MANAGEMENT

249

5

REALE ITES

33

472
376

OFFICE STAFF

OFFICE STAFF

OFFICE STAFF

MANAGEMENT

MANAGEMENT

MANAGEMENT

373

443

3

29

848

13

13

OFFICE STAFF

10

OFFICE STAFF
1
1

8

MANAGEMENT

0

2
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REALE SEGUROS
GENERALES

1

REALE
VIDA

IGARSA

44
33

32

NEWLY-HIRED EMPLOYEES

24
13

12
5

2

1

1

2

68

3

65

25

6

2

REALE MUTUA
ASSICURAZIONI

ITALIANA

BLUE
ASSISTANCE

BANCA
REALE

REALE
IMMOBILI

ITES

42

DEPARTURES
24
16

1

13

1

13
4

40

2

55

17

REALE SEGUROS
GENERALES

REALE
VIDA

REALE MUTUA
ASSICURAZIONI

ITALIANA

25
17
4

4

34

3

7

1

6

8

3

13

42

1

BLUE
ASSISTANCE

BANCA
REALE

REALE
IMMOBILI

REALE SEGUROS
GENERALES

REALE
VIDA

Awards and Recognitions received by the Group
On February 18, 2015 Reale Group was awarded Top Employer certification.
This important achievement demonstrates the special attention that Reale Group pays to employees.
The award is recognition of the Group's HR policies, with regard to the provision of diverse career and
development opportunities as well as high-quality training to improve employees' professional skills.
The Top Employer 2015 award bears out the commitment of Reale Group to the fundamental values
of its Code of Ethics.

Reale Seguros is one of the "best places to work"
93% of employees have said they are proud to be part of Reale Seguros.
Reale Seguros is among the "Best Workplaces" according to the latest Great Place to Work
employee survey conducted in January 2015.

The survey assesses employees' experience of the workplace culture, including
the management team and the organisation, company policies and HR processes
and procedures.

MF-Milano Finanza Insurance & Previdenza Awards
Italiana Assicurazioni and Reale Mutua have been awarded the innovation award for
their agreement with Facile.it. The importance of fulfilling customers' needs with a simple,
convenient, innovative and accessible offering continues to be a key issue in this area.
This has been achieved by creating synergies between channels that were previously in
competition, such as agents and aggregator websites, according to a business model that is
unique in the Italian insurance market.

Reale Seguros among the winners of the 9th edition of the national “Workfamily-personal life balance and social responsibility" award.
The award recognises the efforts and commitment of various
organisations, companies, social players, directors, professors,
researchers and media organisations in order to improve the balance
between work-family-personal life and social responsibility; essential
factors for improving the quality of life and professional competitiveness.
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Reale Mutua and Italiana Assicurazioni received the MF Innovation
Award 2015 in the following categories:
• Health: for the RealmenteInSalute and Salute! product (Italiana Assicurazioni);
• Family and Multi-risk: for the Family Care and First Protection product
(Italiana Assicurazioni);
• Special Mention: for the Young VIPs product.
The award is given for insurance products and services that stand out for their innovation
and continuous improvement.

AA Certification for Banca Reale
Banca Reale has an "accessible version", for disabled users. It has developed an alternative
channel so that customers can access their current account from their own PC at home, in
complete autonomy and with full assurance of compliance with all privacy requirements.
The web content has been made accessible by following the guidelines of the W3C and
ABILab. It meets the technical requirements of current legislation and has obtained "AA"
certification.

Further certification for Blue Assistance
The company's ISO 9001 quality management system
certification has been renewed. Compliance with this
standard is an added value for the company because it
serves as a stimulus for improving its internal processes
and procedures and the level of customer satisfaction.
In 2015 Blue Assistance also started the procedure to
obtain ISO 14001 certification for its environmental
management system.

Fondo Pensione Aperto Teseo
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 recognises and rewards 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.
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Mutuality initiatives
YOUNG VIPs: Mutua's free preventive health care campaign

Special initiatives such
as the YOUNG VIPs
preventive health care
scheme are an example
of how we meet the
needs of our memberpolicyholders

Under the YOUNG VIPs scheme, Reale Mutua and Italiana Assicurazioni allocated € 5 million
to preventive health care for their member-policyholders' children and grandchildren aged
between 5 and 14 years, offering one of the following:
• A sports check-up to obtain the medical certificate of fitness to practice
non-competitive sports
• An eye-test.
• A dental examination.

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.
This project is a concrete example of our attention to prevention
and protection, issues of great importance to families in the target
groups.
Our agencies also supported and advertised the campaign,
distributing vouchers to their customers as soon as the project was
launched and hosting targeted events.
Insureds embraced the initiative with enthusiasm. Reale Mutua and
Italiana Assicurazioni distributed more than 41,000 vouchers in just
4 months.

More than 41,000
vouchers were
distributed in just 4
months to memberpolicyholders of
Reale Mutua and
insureds of Italiana
Assicurazioni.
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Initiatives for employees
“GROWING TOGETHER”
The Growing Together project, launched to share the value of
working for Reale Group, places people at the centre, to tackle the
challenges ahead together. The project is future oriented but its
roots are firmly planted in our history.
The project consists in a video about achieving a balance between
work and family life, the forms of economic support available
and the welfare system in terms of pensions and assistance.
It also features a brochure dealing with the same issues, with
images and captions, available on the Reale Group website, at the
following address:
http://www.realegroup.eu/IT/institutional/careers-e-persone/persone/crescere-insieme
Employees who would like more information or who have any suggestions may write to:
crescereinsieme@realemutua.it
WE CARE ABOUT YOUR HEART
Reale Group is a "cardioprotected" organisation. Defibrillators have been installed at the Group's
offices with the most employees in Turin and Milan. This advanced equipment can save lives
when sudden cardiac arrest occurs. Reale Group has also donated defibrillators and provided the
necessary assistance to the non-profit organisation Piemonte Cuore.
PRESSING THE ACCELERATOR ON INNOVATION, REALE GROUP OFFERS EMPLOYEES FAST INTERNET
Reale Group is offering two years of fast internet to its employees and their families, thanks to an agreement
with two leading fast internet providers.
A fast internet connection, also provided at home by two leading players, is a way of giving shape to the farreaching developments taking place within Reale Group and of allowing each person to "drive" the change.
STUDY AWARDS: A SEVENTY-YEAR-OLD TRADITION
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 since the initiative was first launched, and currently amounts to € 400 a year 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.
Italiana Assicurazioni offers study awards to employees' children who do particularly well at school
and university. Grants are available to children of all ages, from primary school to university until they
have taken their degree. To qualify, they must have obtained a given average grade or passed a certain
number of exams, in accordance with the university study plan. 131 grants were awarded in 2015,
for a total of € 23,100.
In academic year 2015-2016 Reale Mutua paid € 47,200 to 118 colleagues and Reale Ites paid €
8,800 to 22 of its employees.
Through the CRAL (company social and recreational club), Reale Group also grants study awards to
employees' children attending high school and to employees attending university with good standing.
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Creativity
Efficiency
Flexibility

Established over a century ago, today Italiana Assicurazioni has proven experience
and a sound financial standing, with technical and organisational programmes and
structures, prepared to meet changing market demands and respond to increasing
needs in the areas of protection, savings and welfare.
By sharing strategies, objectives and synergies with other Reale Group companies
and maintaining a constant dialogue with its insureds, Italiana Assicurazioni is able
to provide tailored advice and identify the best solutions for its customers' different
needs. The company has developed specific expertise in solutions for the retail sector
and for professionals and small and medium-sized enterprises.

are the core
values of Italiana
Assicurazioni

INITIATIVES TO SUPPORT THE COMMUNITY
In line with the approach adopted by the Reale Mutua Parent, in 2015 Italiana Assicurazioni again reduced the cost of cover for
assistance for all customers with a Multi-risk home insurance policy. It also offered such cover, under the same conditions, to
customers without this type of policy, provided they were able to meet certain requirements.
This measure is of considerable importance for the company, from an ethical and economic perspective, in that it underlines the
centrality of customers and the principle of mutuality that inspires the actions of all Group companies.

Dynamo Camp
Italiana Assicurazioni has developed a solution that, in addition to protecting the insured's savings,
also has strong ethical implications. Italiana Assicurazioni per Dynamo Camp is a conventional life
insurance policy on which the company has pledged to donate a percentage of the total premium
income garnered in 2015 to the organisation.
Italiana Assicurazioni is strongly committed to this initiative, and to upholding the work undertaken
by the Dynamo Camp non-profit organisation; the allocated quota, which was exceeded before
the scheme ended, reinforces this conviction.
BENEFITS FOR THE COMPANY
As at December 31, 2015, premiums written on the "Italiana
Assicurazioni per Dynamo Camp" product amounted to €
23,647,845.71. The company donated € 70,943.53 to Dynamo
Camp (equal to 0.30% of total premium income in 2015).
BENEFITS FOR THE SOCIETY
Many customers are now aware of the Camp's existence and
purposes, so that they in turn can tell their friends about it and
support the organisation by making donations themselves.
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Fair Trade Markets
For Christmas 2015, the Italiana Assicurazioni recreational and social club, with the support of the company's HR department
and in collaboration with the CSR department, launched an innovative scheme in keeping with the Group's principles of ethical
conduct and social responsibility.
The company bought Christmas cards, to accompany its traditional Christmas presents, from the Mani Tese organisation, which
it chose from a list of worthy non-profit associations presented by the IID (Istituto Italiano della Donazione - Italian Institute for
Donation).
The company used the list provided by the IDD because its associated members base their activities on precise principles of
ethical conduct and pursue transparency through compliance with high management standards and operating practices that
guarantee objective and verified credibility.
Following on from this small project the company held a Christmas market at its headquarters to which all employees were
invited: a genuine "fair trade" event!
Four organisations: Dynamo Camp, Fondazione Arché, AISLA and Favambrosiana, were invited to put their fair trade products on
sale so that employees could do their Christmas shopping with the added value of buying "fair trade gifts".
These two simple but effective initiatives reflect the values of our Group as a sound and concrete basis for building a path of
sustainability and solidarity.

Charitable Donations
In 2015 Italiana Assicurazioni continued its tradition of making charitable donations to a range of non-profit and religious
organisations, most of which operate in Lombardy. The numerous requests received were examined directly by the Board of
Directors, which resolved to donate a total of € 16,000.
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SPONSORSHIPS

EST FILM FESTIVAL
Eight days packed with films, music, events, culture, meetings, discussions, guests and prizes. This
is the Est Film Festival, held in the middle of summer, during which the town of Montefiascone
is the queen of Italian cinema.
Alongside the varied and high-quality content, the famous guests and the excellent organisation
by executive director Vaniel Maestosi and art director Glauco Almonte, what makes this film
festival special is the fact that for the last nine years it has been open to the public free of charge.
"The word 'ticket' is not part of the festival's vocabulary" said Mr. Maestosi. This is also thanks to
Italiana Assicurazioni, which has been the event's main sponsor since 2008.
“We select our sponsorships extremely carefully and only accept when we believe in the project
and know that behind the initiative there are people who contribute with their ideas and
passion. When we see this square packed with people, we know we have made the right choice".
(General Manager Mr. Andrea Bertalot)
Concerto Straordinario

AIRC

a favore di

Teatro Dal Verme

Lunedì 27 aprile 2015, ore 21.00

Sponsorship of the extraordinary concert by the Swedish Radio Symphony Orchestra at the Teatro
dal Verme in Milan on April 27, 2015.

in occasione de “L’Azalea della Ricerca”

Swedish Radio
Symphony
Orchestra
Direttore

Daniel Harding
Programma

Johannes Brahms
Concerto per violino e orchestra
in re maggiore op. 77
foto Micke Wiberg

Vilde Frang, violino

ONE MILLION EUROS FOR
SOLIDARITY PROJECTS

Hector Berlioz
Symphonie Fantastique op.14
per informazioni
AIRC - Comitato Lombardia
tel. 02 7797.223
com.lombardia@airc.it

per prenotazioni

o call center Ticketone n° 892.101

(servizio a pagamento)

un ringraziamento particolare a

si ringraziano inoltre

A million euros: that is how much the Accademia dello Sport per la Solidarità
(Academy of Sport for Solidarity) managed to raise for voluntary and
research organisations in Bergamo. The Tennis VIP tournament has been
held for the last thirty-nine years, but the most important decision has been
to bring together sport and solidarity in a perfect combination.
Italiana Assicurazioni has also decided to contribute to this solidarity project
by confirming its role as main sponsor for 2015.
Celebrities from the worlds of sport and entertainment took part in the
tournament, where the winner was generosity.
INITIATIVES FOR EMPLOYEES

“Car sharing” and “Parking for mums”
To raise awareness of environmental issues and reduce traffic, and in view of the shortage of available
parking spaces, Italiana Assicurazione promoted a "CAR SHARING" pilot scheme for employees travelling
to and from work, making 12 parking spaces available on the company's premises.
The scheme was launched in March 2015, when employees were invited to take part in a survey to find
out how they travel to work. Then, having ascertained that most people come to work by car and that
it had 12 available parking spaces, Italiana Assicurazione launched the "car sharing" project.
The scheme is available when two or more people share the same car.
The scheme was also extended, again on an experimental basis, to make some of the 12
spaces already reserved for the "CAR SHARING" project available for use by pregnant and
nursing mums and those with children aged up to three.
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Mission

To always "be there in
person", to guarantee
the well-being of
individuals
and
assistance for their
assets.

THE OPERATIONS CENTRE
Blue Assistance has its own Health Care Operations Centre and Class 18 Assistance Operations Centre which are run by specialist
and dedicated operators.
The company uses cutting-edge technology and embraces a multi-channel approach. Fully integrated front line and back office
systems guarantee excellent problem solving capabilities (one-call solution in more than 81% of cases) and precise monitoring
of customer satisfaction levels.

Accesso alle informazioni e strumenti di supporto

24
hours
a day

365
days
per year

120
phone
lines

66

freephones
numbers

50
urban
lines

APPROVED SERVICE PROVIDER NETWORKS

Health Care Network and Assistance Network
Blue Assistance has developed its own network of carefully selected health care and assistance facilities in Italy and throughout
Europe. Having entered into agreements with leading international companies, it is also able to guarantee its services in the rest
of the world.
There is a dedicated team for managing relations with the provider network, assisted directly by the provider network medical
director, to enable:
• constant monitoring and control of the network to guarantee the maintenance of high qualitative and
quantitative standards,
• up-to-date information in terms of its size,
• tailoring of the network according to customers' needs.
Distinctive features
The Blue Assistance networks are characterised by and stand out for their:
• widespread coverage;
• large size;
• quality;
• economic viability.
The selection, acquisition, management and maintenance of the health care, home, vehicle, individual and family assistance
networks, and the respective savings achieved, are examined and assessed by the Quality Certification body and must therefore
comply with the requirements of ISO 9001.
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The network of approved health care providers

212+

695+

1,245+

26+

35,000+*

10+**

Nursing
Homes Day

Hospitals
private

Diagnostic
Clinics

Surgeons

* the figure refers to head physicians,
if considering the entire medical team,
the number of approved doctors is
65,500.
** Partnership with Orpéa and Clinéa

Dentists

Italy

Rehabilitation
and Nursing Home
facilities

Rest of the world
Access to the health care network
of leading assistance providers

Europe

200+

Nursing Homes
and Hospitals

250+**

Rehabilitation and
Nursing Home facilities

The networks of approved assistance service providers

Motor

Home

Person

• 565 roadside assistance companies that provide breakdown recovery services on roads and motorways in
Italy, with more than 7,000 recovery trucks;
• 5 leading car rental firms.
• 80 companies specialised in the provision of home services (plumbers, electricians, locksmiths, etc.).
• Over 200 providers of ambulance, nursing and community health care services, leading providers of air
ambulances and multi-service aircraft.

Expansion of the approved service provider networks
In order to provide a complete service, the Blue Assistance networks now also include:
• professionally qualified providers of assistance at home for individuals and families (e.g. community health workers, carers,
babysitters, etc.);
• physiotherapists which whom to define treatment plans and specific courses of physiotherapy at clinics or at the patient's
home;
• psychologists/psychotherapists to help people cope with personal problems (serious disease, major surgery, disability, etc.);
• veterinary services for pets;
• accredited spas and operators in the wellness and tourism industries, also addressing people's needs with regard to wellbeing
and free time.
The company has signed an agreement with a major European organisation for umbilical cord stem cell cryopreservation for
autologous use which operates within a framework of constant research, quality control and ethical medical and scientific
conduct.
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INTERNAL MULTISPECIALIST MEDICAL STAFF
Blue Assistance has more than 12 doctors, who support back office technicians, assist with approval processes and with monitoring
the network. They also provide medical and pharmaceutical consultation services for insureds, a service that is available 24 hours
a day, 365 days a year.

12
Doctors

24
hours a day

These doctors include specialists in anaesthesia and resuscitation,
forensic medicine, ear, nose and throat specialists, ophthalmologists,
surgeons, psychiatrists and dentists.

COMPLAINT MANAGEMENT

1,095
Total
of complaints

308

Problems reported

787

Complaints received
in writing

The figure for total complaints refers to both settlement and
customer care-related issues.

CLAIMS HANDLING
ASSISTANCE

HEALTH

19.99 gg

Average time for payment of providers

39,685 41,390 86,933
Assistance

Payments
due to health
care facilities

Reimbursement
of beneficiaries

33.08 gg

Average payment time

18.07 gg

Average payment time

EURAPCO* AND BLUE ASSISTANCE
Blue Assistance has taken part in a couple of working groups organised by EURAPCO, specifically:
• Health Group;
• Marketing & Distribution Group: on Digital Customer Relationship Management Subgroup
(concerning customer management by the call centre).
*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.
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. After completing the trial period, Reale Group became a Permanent Member of the alliance on
January 1, 2016.

INITIATIVES TO SUPPORT THE COMMUNITY

Charity events
Blue Assistance supported a charity event at Christmas by making a donation to the Fondazione
Piemontese per la Ricerca sul Cancro in Candiolo.
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Mission

INITIATIVES TO SUPPORT THE COMMUNITY

FUNDACIÓN REALE
This non-profit internal body was established in 1998 to
support and disseminate cultural, social and environmental
activities and promote healthy lifestyles by encouraging people to practice sports.

The forward-looking body places particular
attention on activities involving children and
young people.

Serving customers for 185 years!
The centrality of policyholders,
in line with the Group’s mission,
underpins the company's policies,
conduct and services, in order
to guarantee the quality and
soundness of its services and
its long-term continuity and
independence.
From this comes respect and
compliance with the values and
principles, shared by all Reale
Group companies, in relations
with and among employees,
with member-policyholders and
customers, brokers and the Group's
external stakeholders.

Employee volunteering
In 2015 Reale Seguros developed several employee volunteering activities.
During "International Volunteers Week", which was held in Spain from May 4-8, the company
took part in an event organised in partnership with the Amigos de los Mayores association.
Ten employees from Reale Seguros offered themselves as volunteers to accompany ten elderly
people on a guided tour of the Thyssen Museum in Madrid.

SPONSORSHIPS

Reale running
The first city race across the whole of Spain to raise money for charity. The race was held
between September and December in Murcia, Tarragona and Cáceres The company donated a
substantial proportion of the proceeds from registration fees to local organisations involved in
fostering inclusion and helping people with Down's syndrome through the Fondazione Inocente.

CRS Academy
Reale Seguros is the only official sponsor of CSR Academy: the project was launched to support
professional growth in the field of CSR and sustainability in Spain and Latin America. It addresses
professionals from different areas of business who want or need to incorporate CSR across all
areas of company management.
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Mission and values

To create value for its customers and society at large, Banca Reale follows a kind of 'book of rules'
that sets out precise principles of ethical conduct and transparency.

Honesty and fairness
Respect for customers
Transparency of information and conditions
Clarity of documents and use of straightforward language
Reliability of Banca Reale professionals
Convenience and presence in Italy Social
Responsibility
Innovation and use of new technological platforms
Development of employees
SPONSORSHIPS
Banca Reale funds sporting associations for two important reasons. Firstly, to promote and support local
and national teams, that represent an entire area; secondly, but equally importantly, to strengthen teams
renowned for their fairplay and commitment, the same values that the bank pursues in its daily business
activities.
Official sponsor of Zebre Rugby and Energy Volley since 2014.

Energy Volley Parma
http://www.energyvolley.it/

Zebre Rugby
http://www.zebrerugby.eu/

INITIATIVES TO SUPPORT THE COMMUNITY

MOBILE APP AND MULTI CHANNEL APPROACH
The bank's multi-channel approach means customers can use its
services anywhere, to check their account or perform transactions.
An innovative, simple and reliable service, made possible thanks to
the use of three tools: website, call centre, mobile app.
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Mission

The mission of Reale Immobili is to increase the value of Reale Group's real estate assets through constant maintenance
work and improvements in order to preserve and enhance the composition of its real estate portfolio.
It also provides advice on technical matters and issues concerning the Group's real estate, mainly in Italy where most of
the properties are located, but also in Paris and Spain.

INITIATIVES TO SUPPORT THE COMMUNITY

Via Senato 11 - Milan
Upgrading of the building designed after the War by the architects Zanuso and Manghi and restoration
to a usable condition, to complete a block that had been damaged by bombs. Some parts of the façade
were decorated by the artist Lucio Fontana.

CURRENT
CONDITION

DRAFT
PROJECT

Given their importance and artistic value, the decorative and architectural features of the building
have been be preserved and restored even though the building is not subject to any environmental or
monumental constraints.

Isolato Dogana - Milan
Reale Immobili owns the entire block, which was built between 1935 and 1939 and comprises buildings
in Piazza Diaz, Via Giardino, Via Cappellari, Via Dogana and Via Marconi in Milan. It is an important
historical and artistic record of the urban fabric of the area adjacent to Piazza del Duomo.
The block has been the site of a major redevelopment project over the past two years, to restore the
buildings and make them suitable for modern day use while preserving their original architectural features.
Restoration work is currently being carried out on the façades to reveal the buildings' original colours.
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OLD
PHOTO

WORK IN
PROGRESS

As part of a project to renew the image of the block, the entrance in Piazza Diaz 2 has been entirely rebuilt. This part of the
work was completed at the end of 2015 and the other three entrances will be rebuilt in 2016. The project also includes the
upgrading of common areas; as far as these activities are concerned, the air-conditioning fluid distribution system is now nearing
completion, making it possible to control the air-conditioning system independently from each property unit. This will make the
building even more energy efficient: with the new water-water geothermal heat pump, energy costs have already fallen by
about 70% compared to when the central heating and central cooling plants, which have now been demolished, were used.

Vicolo Santa Maria alla Porta - Milan

VICOLO SANTA
MARIA ALLA PORTA

VICOLO SANTA
MARIA ALLA PORTA

In 2012 Reale Immobili commissioned the Maiocchi Patergnani firm of architects to restore a property it owns in Vicolo Santa
Maria alla Porta, designed in 1958 by the architect Luigi Caccia Dominioni. Once this work was completed, as part of a larger
redevelopment project, Reale Immobili and Reale Mutua turned their attention to the adjacent Chapel dedicated to Our Lady of
Miracles (Madonna del Grembiule) on the same street.
The works were completed in 2015 with the redevelopment of Vicolo Santa Maria alla Porta: the area now features flowerbeds
on different levels and new lighting, and signs of the bombs that fell here during the War have been incorporated into the paving
stones. At the centre of the "piazza" stands a curved commemorative stone with the date 1943 marking the place where the
bomb fell and the building that stood there.
But the transformation will continue: Reale Group will also contribute to a project to extend the parvis of the Church of St. Mary
at the Gate (Santa Maria alla Porta) into the road.
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Mission

THE PRINCIPLES
OF REALE ITES

INTEGRITY
COHESION
INNOVATION
RESPONSABILITY
PEOPLE

IMAGINATION
TOGETHER
EVERYONE
SERVICE

To improve the Group's information processes,
provide faster, more streamlined operating
processes, enhance the efficiency and efficacy
of processes and constitute a strategic element
for technological innovation, in order to deliver
an excellent product to the end customer and
give Reale Group companies a competitive
advantage.

“Know, know how to do and have the desire to do”: this sums up the commitment to develop existing
areas of excellence and expertise, widen the scope of reference and work in an environment with a
broader horizon, and the satisfaction that comes with it.
INITIATIVES TO SUPPORT THE COMMUNITY

Donations of IT equipment and the culture of giving
As confirmation of its commitment to social and environmental sustainability, Reale ITES donates
IT equipment that is no longer of use to the company, but is still in good working order. In 2015 the
company made a total of 26 donations, for a total of 280 items, including desktop computers, monitors,
notebooks and printers; almost 40% more than in the previous year.
Requests, which must be approved by the Board of Directors, are examined in order of arrival. The
company tries to satisfy as many applicants as possible. In 2015 the beneficiaries of donations were
mainly schools, humanitarian organisations and parishes.
These donations are usually greatly appreciated, and are a way of helping to bring initiatives
and projects to life. Simple gestures that are also extraordinary because they give hope, build
confidence and sow peace.
Donating brings joy to the giver and the beneficiary and the culture of giving is more important
than the actual act of donating.
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Environmental
Dimension
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Environmental training
As part of the environmental training programme, the Environmental Policy office organised visits to a
number of companies in Italy that have a significant impact on the environment.

Waste-to-energy
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.

Cogeneration
plant Iren
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.

Feb.
13,
2015

World Environment Day
The theme for this year “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.
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Sept.
16-22,
2015

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.
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.

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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Cluster on climate change
Reale Seguros has joined the climate change Cluster organised
by Foretica. The Cluster will act as a conduit through which
the main climate change topics and talks at an international
level can be applied from a business perspective in the
Spanish context. It will help to generate knowledge and foster
collaboration with public entities and opinion leaders, taking
the lead on climate change in Spain.

Improve your community's energy
The WWF and Fondazione Reale have completed the “Improve your community's energy" project with the
presentation of a ”Pilot project on energy refurbishment in a residential building in Madrid".
The aim of the initiative, which has been underway for two years, is to raise awareness of how cities can
be made more sustainable and energy efficient.
Inhabitants of this building are already benefiting from the results of the project: the temperature inside
the apartments is 18°C, even without heating, compared to 10°C prior to the refurbishment

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 20 million TEP (tonnes of oil equivalent) by 2020.
Energy audits were carried out at the 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.
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.
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Key environmental indicators
Paper
All paper used by Group companies for printing and photocopying is purchased through the Group
Purchasing department.
Overall, the amount of paper that is used has decreased, thanks to a continuing awareness raising
campaign and a number of internal projects aimed at optimising the use of resources.
There was an increase in the use of recycled paper in 2015 and a decrease in that of non-certified paper.
In addition to Group-wide dematerialisation projects, as from 2015 clients of Banca Reale can consult
their current account, securities account
and purchase and sale statements
online.
Blue Assistance has also abolished the
Recycled paper used
Non-certified paper used
use of paper documents in its dealings
in
2015
compared
to
2014
in 2015 compared to 2014
with customers/networks/outsourcers.

+ 28,840 Kg

-17,317 Kg

- 85,372 Kg

-15%

Detailed information about water,
electricity
and
methane
gas
FSC paper used in 2015
Overall reduction in the use of paper
consumption by
Compared to2014
in 2015 compared to 2014
the head offices of Blue Assistance and
Reale Ites is not provided here since
they are located in rented premises and
energy consumption is controlled centrally for the entire building. Although Banca Reale's head office is
owned by the Group, it is housed in an energy-intensive building. Both of these considerations explain the
Group's decision to move these companies to its new corporate premises.

Water
The water used by Reale Mutua and Italiana
Assicurazioni is mainly for private use and to
operate systems such as air conditioning and fire
sprinklers.
This is the case at the head office in Via Corte
d'Appello and at the local branches distributed
throughout the country. The figures also include
water consumption by Reale Immobili.

HEAD OFFICE OF REALE MUTUA
(INCLUDING REALE IMMOBILI)

- 13%

Reduction in drinking water
Consumption in 2015
compared to 2014

- 5.3%

Reduction in drinking water
consumption in 2015 compared to 2014

HEAD OFFICE
OF ITALIANA ASSICURAZIONI
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Energy consumption and energy efficiency
The greenhouse gas emissions generated by Reale Group are mainly associated with electricity consumption and the energy
used to operate heating and air conditioning systems. Data for electricity and methane gas consumption refer to the period
between October 2014 and September 2015.

Electricity:

Methane Gas:

HEAD OFFICE OF REALE MUTUA
(INCLUDING REALE IMMOBILI)

HEAD OFFICE OF REALE MUTUA
(INCLUDING REALE IMMOBILI)

- 3,38%

Methane gas consumption
was practically unchanged

Reduction in 2015
compared to 2014

- 12,77%

- 1,89%

Reduction in 2015
compared to 2014

Reduction in 2015
compared to 2014
HEAD OFFICE OF ITALIANA
ASSICURAZIONI

HEAD OFFICE OF ITALIANA
ASSICURAZIONI

Indirect atmospheric conditions
The greenhouse gas emissions indirectly generated by Reale Group 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 annual emissions generated by commuting
amounted to 841 tonnes of CO2-eq. The breakdown by company is as follows:

BLUE ASSISTANCE

REALE ITES

42

77

BANCA REALE

27

REALE IMMOBILI

14

ITALIANA

231

56

INDIRECT
ATMOSPHERIC
EMISSIONS
(t of CO2)

REALE MUTUA
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Reale Group
www.realegroup.eu
This document was produced in collaboration
with the CSR representatives of each company.

We welcome your suggestions on how to improve this Report.
Please address any suggestions or requests for further information to:
direzioneresponsabilitasocialeimpresa@realemutua.it
Tiziana Graneris: tiziana.graneris@realemutua.it
Elisabetta Coppin: elisabetta.coppin@italiana.it

CSR manager:
Pilar Suárez-Inclán García de la Peña

Graphic design and page layout:
Sunday – Torino
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