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1. Purpose and object
The purpose of the Guidelines on Corporate Social Responsibility (furthermore – Guidelines) is to establish the Social Responsibility policy in ERGO Insurance SE and ERGO Life Insurance SE including their branches (hereinafter referred to as ERGO). 

ERGO Insurance SE and ERGO Life Insurance SE including their branches in Baltics (hereinafter ERGO) is committed to acting with consideration for all stakeholders and strive to contribute to the development of sustainable solutions with our specific expertise. Acting in a responsible manner while at the same creating added value for the Company and for society is the guiding principle of Munich Re and ERGO as part of the Group. The purpose of the Corporate Social Responsibility and Sustainability Concept (hereinafter concept) is to provide an understanding and action plan framework in regard to sustainable business practices. This concept has been developed considering regional aspects as well as the Group’s Corporate Responsibility Strategy.

Corporate Social Responsibility (hereafter CSR) refers to businesses’ responsibility to act ethically and consider their impacts on the community at large and sustainability is concerned with preserving resources and operating in a way that is conducive to long-term business. CSR is an umbrella term under which sustainability is one aspect, but both CSR and sustainability understand that the context, community and environment in which a business operates is integral to that business’ success. Sustainability, then, goes one step further by considering the needs of the future generations.

Sustainability for ERGO means:

Responsibility for the impact that the organization exerts on its surroundings, in business, environmental and social terms. Conscious management of the impact translates into lower costs, improved external relations and better managed risks;

Skilled positioning of the organization in the economic reality, taking account of the social and economic challenges, environmental opportunities and threats. Awareness that each entity is surrounded by stakeholders. Building and cultivating good relations with stakeholders based on engagement and dialogue is crucial, because it not only affects the possibilities to manage risks, but also supports development and gives the organization a competitive edge;

Transformation and development of the organization as well as creation of its long-term value based on innovation and intellectual capital.

Business transformation and sustainable approach to management translate into:

· Identification of the areas that create the organization’s long-term value.

· Reduction of operating costs due to more effective resource management across the entire supply chain.

· Effective economic, social and environmental risk management.

· Business stability relying on good relations with key stakeholders.

· Building loyalty and trust of customers through dialogue and engagement.

Sustainability is a response to the challenges of the modern world which transforms potential threats and risks into development opportunities for ERGO.

2. Scope of application
 This Policy is applicable to all employees of ERGO in Lithuania, Latvia, Estonia. 

3. Definitions
3.1. Strategic pillars

In the area of CSR and sustainability, we focus on four fields of action:
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Figure 1 - CSR & sustainability strategic pillars

3.2. Strategic framework

The framework for strategic management of CSR and sustainability shows the relationship between the main components of the framework and defines the business concepts that are important for all employees of the organization by which they conduct themselves and their activities. The framework underpins policies, procedures, strategies, mission and vision by acting as an anchor and a reference point for everyday decision-making. It also provides an understanding of these concepts and directs and guides the organization over a sustained period in achieving its strategy.

[image: image2.emf]Values

Vision

Mission

Priorities

Strategic objectives

Actions, Measures & KPI’s

Aspirational

Specific & 

tangible

Achievable

What do we stand for? 

Ethics, Principles, Beliefs

Where are we going? What do we aspire to achieve? 

Hope, Ambition

What do we do? Who do we do it for? 

Motivation, Purpose

What are we going to concentrate on? 

Focal Points, Capabilities, Trends, Markets, Sectors

How are we going to progress? 

Plan, Goals, Sequencing

What do we have to do? How do we know? 

Owners, Timeframes, Resources, Outcomes

Figure 2 - Framework for strategic management of CSR and sustainability

Organizational values identify the principles and ethics by which the organization and its members conduct themselves and their activities. A vision is an aspirational description of the desired mid or long-term achievements of an organization, by those involved or affected by it. While vision focuses on the future, mission concentrates on the present. A mission statement defines the fundamental purpose of an organization. It identifies who the organization is, what it does, and who it serves. Where a vision statement is aspirational, a mission statement is more practical. The mission statement should communicate, in an easily understandable manner, what the organization does and possibly for whom.

A strategy document is a comprehensive plan with clear and concise goals detailing how to achieve the vision, with indicators and supporting strategies. Within this framework strategy consists of corporate priorities, specific targets, measures and key performance indicators (hereinafter KPI’s). 

The following sections outline ERGO’s mission and vision statements, describe corporate values and promises, set priorities and define the CSR and sustainability strategy with specific targets and measures for evaluating the success of achieving it.

3.3. What is important to us (Missions)

Missions

The operating philosophies or principles that guide ERGO's internal conduct as well as its relationship with its customers, partners, and shareholders is based on three core missions: 

1. Support 
We support our customers as much as we can by all available means.
2. Simplify 
Every day, we make life a bit easier for our customers.
3. Inspire.
We take the risks of our customers and give them perspectives
Promises

ERGO translates guiding principles into promises to various target groups or stakeholders – customers, business partners, employees, shareholders and the society.  

	Target group
	Promises

	Customers
	· We care about you: we offer solutions you need for each particular time of your life.

· We make insurance understandable to everyone.

· We provide personal, quick and honest solutions for our clients.

· We provide high-quality claims handling.

	Sales partners
	· We are always reachable and the cooperation with our sales partners is based on mutual trust, quality and respect.

· We are able to meet changing market needs offering large scale of quality insurance solutions that encourage our partners’ business development.

· We offer excellent support and expertise that meets the expectations of our sales partners.

· We are a reliable business partner and share our know-how with our sales partners fostering long-term win-win cooperation.

· While putting the customer in the first place, we aim for mutual value for our sales partners and us.

	Employees
	· We are an attractive employer for our employees.

· We encourage open, understandable and honest communication with and among our employees.

· We provide infrastructure and support for successful regional operations, we are one group and we value team work and team spirit.

· We support constant development of employees and provide group-wide career opportunities.

· We invest our efforts in balancing work and personal life. 

	Investors
	· We maintain financial strength and stability of the group.

· We generate sustainable growth of value for the group.

· We provide transparency in our actions, management, financial and other reports.

· We ensure a high reputation of the group and the brand.

· We provide sufficient risk management (promise to shareholders as well to the local Financial Supervisory Authorities).

	Society
	· We contribute to a safer community within all life stages through continuous knowledge exchange.

· We live in an environmentally friendly and in a natural resource protecting way. We take the initiative that environment protection also becomes a standard of living of our customers to assure a sustainable future.

· We are acting in a socially responsible way focusing on education, health and culture in order to ensure social welfare.

· We are actively representing expert opinion and participating in regulatory policy development that affects our business areas.


3.4. What we aim to achieve (vision)

We operate in an extremely dynamic environment in which not only natural catastrophes, but also complex new risks can lead to high losses and affect people as well as entire economies. We therefore believe we have a responsibility to identify previously unknown risks early on and to develop insurance solutions that create sustainable value for everyone.

3.5. Why we exist (mission)

Our sales partners and employees are guided in their actions by the wishes and needs of our customers. Therefore, we strive to enter into a dialogue with our customers in a number of different ways. Consumers help to shape our company with their ideas and criticisms. We aspire to improve continually, and our customers' ideas and suggestions are very important to us.

When making provisions for the future and protecting themselves from risks, people want transparent, understandable information. ERGO uses clear language and avoids complex jargon, in order to ensure that consumers know exactly what they are getting.

People also expect to be treated fairly and as individuals. At ERGO, customers are advised and looked after according to their needs. ERGO offers its customers a wide range of useful services. In case of loss or damage, we are swiftly on hand to offer our customers insurancesolutions. ERGO sees itself as a problem solver, providing support and services that go far beyond the conclusion of contracts. We want our customers to feel that they are in the best of hands.

3.6. What we focus on (priorities) 

The professional management of risks is part of our day-to-day business. Not only our customers but also the society benefits from our broad knowledge of risks, our experience on different markets, and our expertise in calculating risks and long-term cover for individual needs. We apply our expertise and practical solutions in order to reduce risks and provide cover for people and their individual schemes of life. In this way, we create social and economic added value. 

We have geared our CSR and sustainability strategy to the shared-value approach. This means that, as part of our business activity, we want to combine economic and social progress in order to meet major global challenges which can only be solved by working together. In developing our CSR and sustainability strategy, we let ourselves be guided by the Sustainable Development Goals of the United Nations. 

We thus identified the following three challenges, which are of particular importance for us as a corporate entity, for our customers and for society at large: 

1. mitigating the effects of climate change, 

2. improving access to healthcare and 

3. enhancing risk awareness. 

We have the relevant skills, resources and risk expertise to develop new solutions and exploit business opportunities. Working closely with recognized partners, we generate added value by bringing in not only financial resources but our know-how.

3.7. Strategic objectives, measures and KPI’s

We will only achieve ongoing success if we succeed in harmonizing economic, environmental and social factors. We at ERGO have focused our CSR and sustainability management on specific targets in order to meet this aspiration. We are pursuing these targets with concrete measures. 

Strategic objectives are organized along the lines of eight materiality issues for CSR and sustainability. ERGO Group identified these issues within the framework of a systematic materiality analysis. The overarching issue of sustainable CSR provides an additional materiality issue.
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Figure 1 - Material CSR & sustainability topics identified by ERGO Group

CSR & sustainability strategy targets with specific KPI’s are summarized below. The targets were developed in line with the eight materiality issues for CSR and sustainability.

Targets:

Target - Fair and transparent dealings with customers, Measure - Ensuring comprehensible and transparent communication with customers.

Target - Sustainable investment of capital, Measure - Responsible management of Investments.

Target - Basic training and advanced Training, Measure - Promotion of advanced and personal training for employees and managers, Promotion of next generation of employees.

Target - Diversity and equal opportunities, Measure - Proportion of women in management positions, Promotion of cross-generational cooperation, Improving work-life balance.

Target - Sustainable products, Measure - Promotion of environmentally friendly technologies and adaptation to the consequences of climate change, Contacting sustainably oriented insurance customers.

Target - Raising awareness for sustainability, Measures - Raising the awareness of employees for responsibility and sustainability, Raising the awareness of customers for responsibility and sustainability, Raising the awareness of business partners for responsibility and sustainability.

Target - Community involvement, Measure - Promotion of employee involvement in the community through participation in the Company Volunteer Program, Expenditure for community involvement.

Target - Climate and environmental protection within the company, Group-wide climate-neutrality, Promotion of environmentally friendly mobility.

4. SUSTAINABLE BUSINESS PRACTICES

ERGO proactively considers environmental, social and governance aspects in the insurance business and investment management. In our business, the environment we work in is becoming ever more complex and new risks are arising all the time. Climate change and demographic pressures are giving rise to fundamental transformations in our world. ERGO is ready to meet the challenges of this changing landscape. 

4.1. Our customers
Our customers’ needs and requirements govern all we do as a business. We honor our brand promise with clear communication, easy-to-understand products, a wide range of opportunities for customers to give us their feedback, and top-quality customer advice. Clients are encouraged to provide feedback via different channels, so that we can continuously further improve the understandability of our documents and processes. In addition, we have various customer satisfaction surveys in place, which are performed and evaluated on a regular basis. We have developed ERGO’s internal standards and policies for employees working with customers that set the communication and interaction targets for ensuring high quality client service levels, for increasing customer loyalty and for setting an exceptional client service example in the insurance industry. 

4.2. Corporate governance 

ERGO is unconditionally committed to responsible corporate governance. We meet the standards laid down by law as well as own corporate regulations and adhere to stringent ethical principles. Above and beyond these measures, we foster stakeholders’ trust in our organization and prevent damage to our reputation by means of the clear rules which govern all our employees’ conduct as well as that of our top management. We are committed to observing the highest ethical standards and upholding exacting values. A binding Code of Conduct sets out the standards of integrity our employees are required to abide by in their business practices. The Code of Conduct governs the behavior of our top management and all company employees.

One of the areas in which we pursue our overarching objective to create more transparency with particular dedication is in that of fraud and white-collar crime, which is an increasing menace to companies across the globe. Such crime can take many forms, including embezzlement, corruption or fraudulent manipulation. The larger the company and the more complex its structures and processes, the more susceptible it is to these crimes. In this context, ERGO has protected itself from major financial loss and serious damage to its reputation by supplementing its Codes of Conduct with framework guidelines on anti-fraud management, which are valid across ERGO Group and contain regulations and principles stipulating efficient courses of action for preventing and uncovering instances of white-collar crime and bringing the facts completely to light.

5. WORKING ENVIRONMENT/EMPLOYEES

Our employees: Our employees’ wide range of qualifications, experiences and ways of thinking are of great benefit to ERGO, so we want to support and promote this diversity and our employees’ potential as an integral part of our corporate culture. Likewise, we acknowledge and embrace workplace diversity by employing people of different race, gender, nationality and background, which in our perspective leads to better decision making and improved problem solving, greater creativity and innovation, incl. enhanced product development and more successful marketing to different types of customers. ERGO makes best use of personnel development programs to ensure top-quality development for employees with potential at all levels of seniority. Furthermore, we ensure fair remuneration and benefits and we promote the well-being of all ERGO’s employees paying special attention to work-life balance.

On the daily basis ERGO employees are encouraged to provide proactive feedback on activities related to further increase of employees satisfaction, loyalty, appreciation and development possibilities.  

6. ENVIRONMENT 

Climate change already has a noticeable impact on insurance business today. We are part of a Group-wide environmental management system. We as ERGO in the Baltic States regularly report our Baltic figures to the Group, which are then analyzed on a Group level using the Group-wide environmental management system. For many years now, ERGO has assumed responsibility for the environment. We actively support climate protection. Managing effects of climate change also lies at the heart of our societal commitment. Step by step, we continue to work towards reducing energy consumption and decreasing emissions. A key factor to reach this objective will be our audited environmental management system. 

Our environmental management
On the daily basis we raise awareness of the issues among our employees by means of campaigns, for example, posters on saving water. We at ERGO foster a culture of thinking ahead - to the future of our planet. All our employees have their part to play, by saving paper and water and reducing waste to the benefit of the environment.

7. SOCIETY

Community involvement has a long tradition at ERGO. Expenditure for community involvement includes donations, social sponsorships and corporate responsibility memberships.

With our social commitment, we play our part as a responsible company and support projects that are close to our core business. As a company acutely aware of its social responsibility, we want to make tangible contributions to resolving problems in society. We do this by helping people in several ways, working with a wide range of issues.

Priority areas for supporting Society are:
Education, Environment protection, promoting healthy lifestyle, promoting society awareness/involvement. Few examples are reforesting, supporting sports activities, paying scholarships, participating in charitable events, etc.
8. Principles and process
CRS concept describes framework for sustainable business practices but considering Baltic level detailed policies establishing guidance and mandatory rules for ERGO operations in all 3 Baltic countries describing business strategy, working environment/employees, stakeholders’ relations and corporate governance.

All employees of ERGO are responsible for knowing the content of this Policy by which they should conduct themselves and their activities.

Marketing and Communication Division in cooperation with Human resources and office administration Division are responsible for the implementation of this Policy and for reporting about annual results in the field of CSR and sustainability at ERGO. The report has to be prepared and approved by CRS committee after company results obtaining but not later than April 30.

The report includes information about ERGO’s advances and measures relating to CSR and sustainability. The report provides a clear and transparent account of ERGO’s performance in detailed, easy-to-understand report with the key financial, environmental and human resource figures, which also serves as a basis for systematic planning of new courses of action in these fields.

9. Process control

The Marketing and Communication Division is the process owner of these Guidelines and assures overall process control.
10. Review and update of the guidelines

Marketing and Communication Division  is responsible for amending and upgrading the Guidelines. Document author is required to review the Guidelines including references to related documents annually and, if necessary, supplement and update it. 

8.1. ERGO Sustainability Reporting
Current activities and general progress reported to the Group and other stakeholders in accordance with the standards of the Global Reporting Initiative (GRI). GRI is an initiative directed towards developing a standard for sustainability reporting.
8.2. Key financial figures
Consolidated result, premium income or expenses for claims and benefits to customers are some of the key figures recording the development of our business. We also show how business was divided across the different lines of business.

8.3. Key employee figures
Consolidated result, premium income or expenses for claims and benefits to customers are some of the key figures recording the development of our business. We also show how business was divided across the different lines of business.

8.4. Key environmental figures
ERGO Group has introduced a systematic environmental management system with the aim of consistently reducing our consumption of resources and CO2 emissions. Carbon emission sources include: 1) direct emissions from primary energy consumption (natural gas, heating oil, emergency diesel generators, fuel for company vehicles); 2) indirect emissions from procured energy (purchase of electricity and district heating); 3) other indirect emissions (business trips, consumption of paper and water, waste). As part of the Group it is also our goal to reduce our consumption of resources and CO2 emissions, so we are continuously monitoring our consumption and seeking for ways to reduce it.

8.5. Our figures for community involvement

Community involvement has a long tradition at ERGO. Expenditure for community involvement includes donations, social sponsorships and corporate responsibility memberships as well as expenditure of the foundations.

11. entry into force

This version enters into force on 01.06.2020.
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