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Explanation of symbols
and abbreviations
used in the Report
Good practice according to the Responsible Business
in Poland 2017. Good Practices Report.

The Report refers to the UN 2030 Agenda for Sustainable Development. In line with last
year’s concept, we discuss our practices in the context of the 17 Sustainable Development
Goals. We present our initiatives contributing to selected Goals.

Sustainable
Development Goals

Frequently discussed issues and matters of relevance to our
stakeholders which they shared in dialogue sessions, business
meetings and presentations, and in the Care Report survey.

Videos with stories of our projects and initiatives. The videos are
labelled with the icon in the Report, inviting the reader to watch
them online.
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International Core G4 guidelines of the Global Reporting Initiative
(GRI) followed in the Report. The complete GRI Table is presented in
the section “About the Care Report”.
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Taking into consideration the respect for a diverse
multicultural society and placing special emphasis on the
policies promoting equal rights, irrespective of gender,
age, disability, health, race, nationality, ethnic origin,
religion, creed, irreligiousness, political views, union
membership, psychosexual orientation, sexual identity,
Diversity constitutes a fundamental value of
the modern society. Equal rights policies and
diversity management translate into measurable
benefits and drive forward the development and
innovativeness of organisations.

family status, lifestyle, employment form, scope and
basis, other types of cooperation or other traits which
may give rise to discrimination, our organisation undertakes
to implement diversity management and equal rights
policies and to promote and disseminate them among
all of its stakeholders.
The above quote comes from the Diversity Charter, an
international initiative supported by the European Commission.
Signing the Diversity Charter is voluntary and, as such,
it represents a major commitment.
ERGO Hestia has been a signatory of the Diversity Charter since
December 2016. We consistently develop business and social

CARE 2017 / D I V E R S I T Y

CARE 2017 / D I V E R S I T Y

initiatives in support of diversity.
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The world we live in abhors simple definitions. Permanence and predictability become short-lived.
New circumstances change our reality from day to day. Today’s social space is shaped by powerful
factors: migrations, new economic models, the digital revolution, the (dis)order of communication,
artificial intelligence, to name but a few. Better orientation means being responsive to more and more
diverse factors.
Years ago, when we first subscribed to a strategy, later adopted by the UN as Sustainable Development,
instinct told us that we could grow only if we challenged time-tested solutions. We embarked on a road less
travelled. We explored the unknown at the cost of facing trouble. Then and now, we have been inspired by
a sense of awe, which is stoked by diversity.
Throughout 2017, we developed projects which incorporate the ideas captured in the international Diversity
Charter. The Integralia Foundation and the Personal Injury Rehabilitation and Support Centre (CPOP) are
both rooted in social inclusion. They come close to the philosophy of Father Józef Tischner, the spiritual
mentor of ERGO Hestia’s social engagement, whose memory and work we pay tribute to with the annual
Father Józef Tischner Znak and Hestia Award. This was made possible by the solid business position of the
Group. In 2017, ERGO Hestia reported the highest-ever annual technical result. We crossed the mark of
PLN 5 billion of gross written premiums in non-life insurance for the first time in our history.
The common denominator of our strategy of business growth and social engagement is active responsibility
and the spirit of co-operation and openness to others. Readiness to challenge clichés and overcome barriers
helps us put to best use people’s natural skills and abilities, addressing everyone’s need to make a difference
and get satisfaction from work. Active responsibility is the lynchpin of ERGO Hestia’s cohesion with all
its diversity.
Respect for diversity may be helped by lessons learned in modesty. We have discovered that some of the
terms and conditions of ERGO Hestia’s insurance products lag behind the pace of change happening in our
world. We responded promptly by replacing an archaic and discriminatory definition of “partner”, which
oddly enough survived in insurance documentation. We looked at a single difficult case and used it as an
opportunity. We decided to review the provisions of all our insurance products accordingly. The Report we
present contains a detailed record, incomplete as it may be, of our quest in search of an optimum balance
of diversity. It is not a description of the objectives but rather an account of the road we travelled in 2017
together with all employees and business partners of ERGO Hestia.
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Piotr M. Śliwicki
President of ERGO Hestia Group
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Milestones of 2017

January

02

• ERGO Hestia becomes the Strategic Partner of the Museum of Modern Art
• ERGO Hestia is awarded the Service Quality Star for the seventh time
• Launch of a new brand of motor insurance YU! offered in partnership with Yanosik.pl

• Hestia Artistic Journey exhibition “Confluence of Events” at the Częstochowa Museum

February

03

March

04
April

05
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May

10

06
June

•
•
•
•

ERGO Hestia becomes the ERGO Group Competence Centre co-ordinating business in the Baltic States and Belarus

•
•
•
•
•
•

ERGO Hestia Group CEO Piotr M. Śliwicki is appointed to the Board of ERGO International

•
•
•
•

The Agent Ombudsperson is appointed
Hestia Artistic Journey exhibition “Confluence of Events” at the Centre of Contemporary Art in Toruń
The Integralia Foundation becomes a member of the Labour Market NGO Network Council

ERGO Hestia’s platform iHestia is awarded in the Techno Biznes competition of Gazeta Bankowa
ERGO Hestia is named the best insurer by the Banking & Insurance Forum
ERGO Hestia boasts the lowest complaint ratio for the 8 time according to the Financial Ombudsman’s report
th

ERGO Hestia is the best insurer according to the Responsible Business in Poland 2017. Good Practices Report

07
July

08

August

09

September

10

October

17th edition of the Tischner Days and the Father Józef Tischner Znak and Hestia Award

ERGO Hestia receives the Fair Play Award for the 10th time and is named the most trustworthy insurer at the Broker Congress
The Super Fair Play award for the best corporate insurance offer in the last 25 years
ERGO Hestia Tri-City Sailing Cup

• ERGO Hestia and Blue Media launch regular card payments in the omnichannel model
• ERGO Hestia Polish Surfing Challenge 2017
• Launch of the product “Organisation and Financing of Medical Treatment Abroad” in partnership with Best Doctors®

•
•
•
•

•
•
•
•
•

ERGO Hestia is named the 2017 IT Leader by Computerworld
ERGO Hestia and the Hestia Artistic Journey Foundation are partners of the Warsaw Gallery Weekend
The ERGO Hestia Quality Mark campaign is launched
Launch of presentations of Jupiter: a new modern, simple and intuitive sales platform for agents

The Cyber Lab opens in partnership with Hestia Loss Control engineers
CarSharing as a replacement vehicle service: ERGO Hestia’s innovative solution
Winners of the 2nd edition of the ECO HESTIA SPA competition are announced
The LIGHTS by Artistic Journey competition opens
ERGO Hestia Group 2016 Annual Report, Risk Focus and Dealer Zone magazines awarded in the Agape 2017 Corporate Newsletter Competition

11

November

ERGO Hestia is named the industry leader in the 11th Responsible Company Ranking

• Winners gala of the 16th edition of the Hestia Artistic Journey competition at the Museum of Modern Art
• Windsurfing European Championships at the ERGO Hestia Sopot Sailing Club in Sopot
• ERGO Hestia and Integralia Foundation beach zone equipped with an amphibious vehicle for people with disabilities

• 100th ERGO Hestia Standardized point of sale opens
• More than 300,000 honeybees in ERGO Hestia’s apiary

12

December

• International ERGO Group Corporate Insurance Centre opens in Sopot
• Discriminatory provisions of the general terms and conditions are amended: modification of the definitions of close person,
partnership, and partner

•
•
•
•
•
•

ERGO 7 general terms and conditions are adapted to the needs of people with visual impairments

•
•
•
•
•

ERGO Hestia wins the Golden Bumper Award for the 3rd time

Launch of the ERGO Hestia lawyer chat service for insurance intermediaries. Topics covered include GDPR and IDD
Launch of the In Focus meetings in Sopot: Eco-Care debate in partnership with the Association of Polish Spa Communities
The LIGHTS by Artistic Journey competition exhibition opens in Warsaw
Premiere of Poland’s first movie on the deaf culture “Signs” with the support of ERGO Hestia
ERGO Hestia Group 2016 Annual Report wins the Audience Award in The Kantar Information Is Beautiful Awards

ERGO Hestia Group 2016 Annual Report is awarded by the HOW International Design Awards
First anniversary of signing the Diversity Charter
First anniversary of signing the Standard of the Ethical Programme in Poland
Publication of the Care Report
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About ERGO Hestia
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About ERGO Hestia
The ERGO Hestia Group is comprised of two insurers (life and non-life), their specialised subsidiaries, as well as

Gdańsk

Koszalin

two foundations. It is a part of the international corporation ERGO owned by one of the world’s biggest reinsurers
Munich Re. Since inception, ERGO Hestia’s heart has beaten in Sopot, the site of its headquarters which manage
a network spanning all of Poland.

Olsztyn
Szczecin
Bydgoszcz

shareholders

share

share

Białystok

Toruń

Poznań

companies
and foundations

Warszawa
Łódź

Zielona Góra

Kalisz

insurance
brands

Lublin

Wrocław
Opole
Non-life insurance

Motor insurance

Travel insurance

Kielce

Częstochowa
Sosnowiec
Katowice
Kraków
Tychy

Gliwice

Rzeszów

products
Financial insurance

Life insurance

CPI / PPI

Affinity

Capital insurance

23
Retail
Branches

partners
and distribution
channels

Agent and Broker

Car dealer

Bank

Post office

Direct

Affinity

125

8

Standardized points
of sale

Corporate
Branches

clients
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Corporates and SMEs

Affinity

Direct

The ERGO Hestia Group is a part of the strong international insurance corporation ERGO owned by one of the world’s biggest reinsurers Munich Re.
The ERGO Hestia Group has its headquarters in Sopot at ul. Hestii 1. Its companies run insurance operations across Poland.
At the end of 2017, the ERGO Hestia Group was comprised of five companies and two foundations: Sopockie Towarzystwo Ubezpieczeń
ERGO Hestia SA, Sopockie Towarzystwo Ubezpieczeń na Życie ERGO Hestia SA, Hestia Loss Control Sp. z o.o., Centrum Pomocy Osobom
Poszkodowanym Sp. z o.o., Sopockie Towarzystwo Doradcze Sp. z o.o., Fundacja Grupy ERGO Hestia na rzecz integracji zawodowej osób
niepełnosprawnych Integralia, Fundacja Artystyczna Podróż Hestii. In February 2017, ProContact Sp. z o.o. was integrated into Sopockie
Towarzystwo Ubezpieczeń ERGO Hestia SA. Specialised companies of the Group offer insurance for individuals, including life and non-life insurance,
as well as insurance for the industry and SMEs. The five brands which ensure the optimum selection of non-life insurance include: ERGO Hestia,
MTU, mtu24.pl, You Can Drive, and YU!.
In 2017, STU ERGO Hestia SA and STU na Życie ERGO Hestia SA offered insurance products in all the statutory categories of insurance.

460
Other Points
of sale

5,235
Agents, Brokers
and other Insurance
Partners

The ERGO Hestia Group has an extensive network of Branches, Standardized points of sale and Points of sale. ERGO Hestia insurance products
are available across Poland. In 2017, 44% of our locations were small and mid-sized towns. The Group serves both business clients, including
Poland’s biggest corporations, and numerous retail customers. The ERGO Hestia Group respects all customers and wins their trust through
responsibility and care.
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Individuals
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The Management Board
and the Supervisory Board of
ERGO Hestia Group Companies
STU ERGO Hestia SA and STU na Życie ERGO Hestia SA
Management Board
Piotr Maria Śliwicki
CEO & President of the Management Board
Małgorzata Makulska
Vice-President of the Management Board, Marketing & Sales
Grzegorz Szatkowski
Vice-President of the Management Board, CFO & Organisation
Adam Roman
Member of the Management Board, Corporate Insurance

STU ERGO Hestia SA and STU na Życie ERGO Hestia SA
Supervisory Board – from 1 January to 6 October 2017

ERGO Hestia

in Numbers

Thomas Schöllkopf
Chair
Thomas Schirmer
Deputy Chair
Jürgen Schmitz
Member

STU ERGO Hestia SA

STU na Życie ERGO Hestia SA
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Monika Sebold-Bender
Chair

Cornelius Alexander Ankel
Chair

Cornelius Alexander Ankel
Deputy Chair

Maximilian Happacher
Deputy Chair

Deniss Sazonovs
Member

Deniss Sazonovs
Member

Wojciech Kostrzewa
Member

Wojciech Kostrzewa
Member

Janusz Reiter
Member

Janusz Reiter
Member

The Management Board of the ERGO Hestia Group is comprised of four
members, including three men and one woman. All of the members are Polish
nationals. The Supervisory Boards are comprised of six members, including
five men and one woman.
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Supervisory Board – from 7 October to 31 December 2017

17

ERGO Hestia in Numbers
To be the industry leader and go further than our peers: this is ERGO Hestia’s motto. The scale of our business,
measured by the market share and gross written premiums, is growing year after year.

39

45

highest customer service NPS
in the industry – market average: 23
(44 in 2016)1

highest agent NPS
in the industry – market average: 26
(42 in 2016)3

Leader
0.70
second lowest complaint
ratio in the industry
(0.76 in 2016)2

2

3

80%
of the most valuable
Polish brands

We insure

82%
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PLN 1.34
billion

PLN 191.95
million

gross written premium
of ERGO Hestia Group
insurance companies
(PLN 5.18 billion in 2016)

gross claims and benefits paid
by ERGO Hestia Group
insurance companies
(PLN 2.92 billion in 2016)

insurance costs
of ERGO Hestia Group
insurance companies
(PLN 1.34 billion in 2016)

net profit of ERGO Hestia Group
insurance companies
(PLN 93.91 million in 2016)

PLN 12.22 billion

1.68%

14.23%

assets of ERGO Hestia Group insurance
companies
(PLN 11.19 billion in 2016)

market share in life insurance
(3.79% in 2016)

market share in non-life insurance
(13.36% in 2016)

2017 survey of 600 clients focused on relations with ERGO Hestia including agent advisory, claims handling, customer service, general referral of the insurer.
Second lowest complaint ratio of the top 5 non-life insurers by market share, based on monitoring of complaints filed with the Financial Ombudsman in 1 January – 31 December 2017
(www.rf.gov.pl).
KANTAR TNS survey (November 2017) of 600 agents focused on relations with ERGO Hestia including agent service, customer service, product offer, general referral of the insurer.

We insure

We insure
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ERGO Hestia was the first insurer
to appoint a Customer Ombudsperson
and an Agent Ombudsperson

PLN 3.17
billion

of construction
companies listed on the
Warsaw Stock Exchange

www.tinyurl.com/ydy5voho

Number

1

for companies

70%
of the biggest
Polish companies

10 time
th

ERGO Hestia has been named the
best corporate non-life insurer by the
Association of Polish Insurance and
Reinsurance Brokers

2,624

3.45 million

PLN 72,414 billion

75%

ERGO Hestia Group
employees representing ca. 23%
of the working population
of Sopot

individuals insured
with ERGO Hestia
(3.3 million in 2016)

total liability of ERGO Hestia Group
insurance companies
(sum of sums insured) to clients
(PLN 71,562 billion in 2016)

of IT solutions deployed
in ERGO Hestia are supplied
by Polish vendors

PLN 12.22 billion

Over 100

222 days

assets of ERGO Hestia Group insurance
companies (PLN 11.19 billion in 2016)
equal to ca. 11% of estimated Gross
Domestic Product of the Pomeranian
Region in 2016 (GDP according
to Central Statistical Office report
by region)

products and services.
ERGO Hestia Group insurance
companies offer
insurance products in all
the statutory categories
of insurance

in 2017 is how long the City of Sopot
would stay in business if ERGO Hestia
Group insurance companies were the
only taxpayers in town and all taxes and
other fees would go to the City
CARE 2017 / D I V E R S I T Y

1

of customer
and agent service

1st

PLN 5.85
billion

19
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ERGO Hestia

INNOVATES

20
21

For clients and accident victims

For agents

ERGO Hestia Innovates
Innovation, which is often understood in terms of technology, is all about people at ERGO Hestia. People are the
focus of all new solutions and services, improvements of the organisation and procedures. We care about people’s
needs and goals, lifestyles and motivations. Clients, intermediaries, employees – everyone is important for very
special reasons. And everyone can inspire change.

ERGO Hestia Pomoc 24

Agent Ombudsperson

This investment in advanced technology facilitates

Insurance intermediaries can always rely on

claims handling. Clients deliver damaged vehicles to

ERGO Hestia experts. The Agent Ombudsperson offers

a recommended workshop and pick them up when

additional support. The team responds to complex

repaired. The insurer supervises and pays for the repair

cases and develops new solutions facilitating the work

without the clients’ participation. The product ensures

of intermediaries.

24/7 responsiveness. Workshop operators have awarded
ERGO Hestia Pomoc 24 the Golden Bumper Award.
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For clients and brokers

iHestia

YU!

CarSharing

Cyber Lab

More than 11 thousand insurance intermediaries use

If you drive several hundred miles with the app Yanosik,

Clients and victims of accidents caused by

ERGO Hestia in partnership with Hestia Loss Control

iHestia. Most operations require no intervention of the

ERGO Hestia’s technology partner, you will get a

ERGO Hestia clients get access to replacement cars in

engineers helps companies and institutions to

insurer. The platform boosts the efficiency of sales,

personalised insurance offer from YU! The product offers

the CarSharing model. It is the first solution of its kind

mitigate the impact of potential cyberattacks by

customer loyalty and product saturation. With the

coverage of the vehicle and its owner at a price linked

in Poland. Available through an intuitive mobile app.

running a thorough analysis of the ICT environment.

successful combination of insurance and technology,

to the individual driving style. We promote and reward

Recommendations and guidelines improve security and

ERGO Hestia was named the IT Leader 2017 in Banking

responsible, safe driving. The telemetric solution is

mitigate potential attacks.

& Finance by Computerworld.

available only on mobile devices.

For clients and intermediaries
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For clients and accident victims

For clients and banks

For clients and brokers

For clients and agents

Jupiter

Banking Platform

Hestia Corporate Solutions

New life insurance sales tool

To address the needs of the biggest insurance

Clients using the mobile app are one click away

Hestia Corporate Solutions (HCS) is how the leader

Insurance is easier to sign and the price is low,

multiagents, ERGO Hestia has developed an intuitive

from assistance. Millennium Bank clients who buy

in corporate insurance addresses the needs of

benefiting both clients and agents. The new life

system of mass sales and post-sale service of simple

ERGO Hestia’s travel insurance get access to

companies faced with the risks of the new digital

insurance sales tool implemented by ERGO Hestia in

non-life insurance. Jupiter builds on and adds to the

a state-of-the-art claims reporting and handling system.

economy. ERGO Hestia offers services, products and

2017 offers all these advantages. It reduces paper

capacity of iHestia. A single sales process supports the

Claims are paid over the bank’s systems, cutting the

tools which turn advanced insurance programmes into

documentation based on state-of-the-art IT solutions,

sale of motor insurance and property insurance from

claims handling time to several hours.

comprehensive solutions.

which continue to be developed even further.

ERGO Hestia’s two brands.
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For clients

For clients and intermediaries
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ERGO Hestia Innovates

For clients and intermediaries

Organisation and financing
of treatment abroad

For agents

For people with disabilities

For agents

Local Discussion Groups

Product for people with disabilities

ERGO Hestia Quality Mark

Agents are free to select the topic and format of

ERGO Hestia in partnership with the Integralia

ERGO Hestia rewards insurance intermediaries for

Foundation under the Friendly Communications

the highest standard of services. Those agencies

umbrella developed general terms and conditions of

which ensure a professional image of their offices

insurance tailored to the needs of people with visual

and provide the best customer service are awarded

impairments. A specially designed one-pager presents

the ERGO Hestia Quality Mark. In 2017, the

examples of insurance products and assistance

certificates were accompanied by a dedicated online

services useful for people with disabilities. Clients with

marketing campaign.

One million euros is the maximum sum insured

the meeting and invite participants. The key is to

in the new product developed in partnership with

exchange expertise and experience. Thirty meetings

Best Doctors®. ERGO Hestia ensures a second medical

of Local Discussion Groups held in 2017 brought

opinion. Where treatment abroad must continue,

together 450 agents. The initiative is unique in the

ERGO Hestia organises and pays the cost of the

industry. ERGO Hestia provides organisational and

best doctors.

marketing support.

disabilities are offered a 20 percent discount on home
and car insurance.

For agents

For agents

Over 1,000 insurance agents have used the new

Understanding customers’ needs, handling the

service of videocalls with ERGO Hestia lawyers.

meeting with a client, developing an offer which

The Lawyer Chat service offers a convenient format

matches individual needs: all those skills are

of talks which can improve the understanding of

improved through innovative training for insurance

key current issues including the EU General Data

intermediaries offered since mid-2017. It is the

Protection Regulation (GDPR) and the Insurance

first step in the development of the ERGO Hestia

Distribution Directive (IDD).

Insurance School scheduled to launch in 2018.

Polish Insurance Chamber good practice of electronic equipment insurance
ERGO Hestia experts contributed to the development of the Polish Insurance Chamber documentation of electronic
equipment insurance. The new solutions were consulted with insurers and electronic equipment distributors and
endorsed by the Financial Ombudsman, the Office for Competition and Consumer Protection (UOKiK) and the Polish
Financial Supervision Authority (KNF).
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Advisory Training
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Lawyer Chat

For clients and intermediaries

24
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ERGO Hestia

26

Park Hestii, Sopot, ul. Bitwy pod Płowcami
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Inspires
Confidence
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ERGO Hestia Inspires Confidence
Confidence at all levels is the foundation of effective business relations, especially when it comes to institutions of
public trust. ERGO Hestia follows a strategy of prudence, friendly partnership and lasting ethical values in its relations
with opinion-makers and third parties. The bottom line? Confidence of clients, partners, and employees.

Risk management system
The ERGO Hestia Group has in place a risk management system integrated with the Group’s organisation, decision-making processes and
key risk-takers. The Group’s risk management system identifies, measures and monitors the risks to which the Group may be exposed on an
individual and aggregate basis. The system is comprised of three lines of defence: operational functions, risk management, and internal audit.
The Group uses a risk catalogue which defines seven risk categories:

market risk

actuarial risk

strategic risk

operational risk

reputation risk

liquidity risk

credit risk

The Highest Standard of Protection

RISK

Simple

Responsive

State-of-the-art

Operational
function

Risk management
function

Internal audit
function

Accepting risk

Risk management
system supervision

Independent verification

Decision-making, risk identification,
assessment and steering
(acceptance, avoidance,
mitigation and transfer)

O

U

T

R

E

A

C

Risk monitoring
and reporting

Assessment of planned projects
based on risk analysis,
constructive advisory

H
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Business model

Capital management and prudent investor principle

Simple, responsive, state-of-the-art: these are the pillars of ERGO Hestia’s strategy of the Highest Standard of Protection for clients. Without splitting
hairs, taking prompt action in response to market developments, leveraging advanced technologies at all times, from the understanding of clients’
insurance needs to claims handling.

The ERGO Hestia Group is a part of the strong international insurance corporation ERGO owned by one of the world’s biggest reinsurers
Munich Re. The coverage of the capital requirement is regularly assessed, monitored and controlled in the monitoring and early warning
system based on limits and triggers. In addition to solvency monitoring, the system covers investment risk, probability of loss and
monitoring of insurance results. According to the prudent investor principle, the Group invests in safe instruments including Treasury debt.
The investment portfolio mix ensures strong liquidity combined with safety and profitability of investments.

ERGO Hestia relies on diversification in sales of both corporate and retail insurance products. In the latter case, selected groups of customers are
offered products of several brands: ERGO Hestia, MTU, mtu24.pl, You Can Drive, and YU!.

For more information, visit www.tinyurl.com/y8h26729 and www.tinyurl.com/y7gxcovp
The business model supports highly effective operations bolstered by breakthrough innovation and digitalisation of insurance processes.
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risk weight
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ERGO Hestia Inspires Confidence
Ethics management
In line with its mission, ERGO Hestia provides clients with a sense of safety based on the Highest Standard of Protection. That requires compliance
with absolutely binding ethical principles. This is why ERGO Hestia is guided by the principles of responsibility and prudence at every step. ERGO Hestia
implements internal programmes to anticipate and avoid potential adverse impact of its activities.
The ERGO Hestia Group expects its employees to share and follow the principles of prudence, transparency and integrity. The external and internal
obligations of employees are defined in codes of conduct, policies and regulations. They form part of the function of self-regulation in business.

Anti-mobbing and non-discrimination

Cartel policy

Procedures defining the ERGO Hestia Group’s
efforts to prevent mobbing and discrimination
in compliance with the Group’s obligations
and policies of anti-mobbing and
non-discrimination.

Rules of conduct in line with the
ERGO Group cartel policy of compliance
with competition and anti-monopoly
regulations in business.

ERGO Hestia Agent Code
of Conduct

AML
Anti-money laundering and terrorist
financing procedures and actions.

Code of ethics for ERGO Hestia agents which
defines rules of conduct in relations with
clients, other agents, and ERGO Hestia.

Incentives

Employee Code
of Conduct

Terms and conditions of participation
in incentive travel, events
and conferences.

A set of guidelines and recommendations including
the fundamental legal and ethical requirements to
be followed by employees of all companies of the
ERGO Hestia Group.

Compliance
Compliance protects the company
against breach of applicable laws
and regulations, as well as market
requirements and expectations.
To meet the requirements, we protect
our brand and image in both internal
and external relations.

Preventing misconduct
A set of rules to prevent employee
misconduct at all levels and positions.
The rules include prevention and
identification of misconduct. They provide
for quick steps to mitigate damage and loss
caused by misconduct.

Standard
of the Ethical Programme
ERGO Hestia was the first insurer in Poland to sign
the Standard of the Ethical Programme, the first
self-regulation initiative of ethical programme
management in business organisations under Pillar
II of the UN Guiding Principles on Business and
Human Rights.

ERGO Hestia Group
ethics
programme

Ethics Coalition
ERGO Hestia is a member
of the UN Global Compact Ethics
Coalition Steering Committee.

Whistleblowing
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The document defines the company’s
internal organisation and specifies the
rights and responsibilities of employees
and the employer.
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Diversity Charter
A commitment to diversity and non-discrimination
at work. STU ERGO Hestia, STU na Życie
ERGO Hestia, CPOP, ProContact and Integralia
Foundation signed the Diversity Charter in
December 2016.

Training programme
Programme of training in ethics
and whistleblowing for all existing
and new employees of the organisation.

Internal communication
Internal communication of corporate values,
principles of ethics and whistleblowing designed
as a refresher of training.
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Work Rules

The system allows all employees to report
suspected, observed or experienced problems,
anonymously or not, and defines the corporate
investigative procedure. Issues and queries may be
reported by phone or text message (727 027 333)
or by email (ryzyko@ergohestia.pl). If the report
includes personal data of the filing employee, their
identity will be protected.
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ERGO Hestia Inspires Confidence
Awards
Category: Employer

Supply chain
ERGO Hestia works with quality suppliers of goods and service providers who are reliable and flexible. The selection process is transparent based on
tenders opened in accordance with the Procurement Planning and Tender Organisation Instructions. We work with more than 2,800 vendors across
Poland. Over 95% of our suppliers are from Poland. We follow outsourcing regulations: all outsourcing arrangements rely on a written contract.
We outsource claims handling, asset management, enforcement of debt in respect of premiums and recourse, and assessment of risks insured.

Initiatives and commitments we are part of
Active responsibility in business is a part of the ERGO Hestia Group’s strategy. The Group participates in many local, national and international
initiatives which represent a key part of our Sustainable Development commitment.

Strategic Partner
of the Responsible
Business Forum

Main Partner
of the Ethics Coalition

Reliable Employer 2015

ERGO Hestia was one of the winners of
the annual Antal Most Desirable Employers
ranking in Poland. More than 3,300
specialists and managers named the
companies of their dreams. The employers
represent the top of minds: brands that
respondents name spontaneously.

ERGO Hestia was awarded once again in
the 15th edition of this leading national
employer contest. The criteria included
work conditions and benefits offered to
employees, career paths, opinions about
the employer, as well as growth of the
headcount over the years and responsible
business solutions.

Signatory
of the Standard
of the Ethical Programme
Pomeranian
Employer of the Year 2017
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Membership of organisations and associations
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ERGO Hestia actively contributes to economic and social developments in Poland. Group companies and foundations participate in the following
organisations and initiatives: Polish Chamber of Insurance (PIU), Gdańsk Business Club, International Network of Insurance, Polish Business
Roundtable, Polish-German Chamber of Industry and Commerce, Employers of Poland, Union of Car Dealers, Lewiatan Confederation, Steering
Committee of the UN Global Compact Ethics Coalition, Labour Market NGO Network, CEE Partner of Hartford Steam Boiler.

ERGO Hestia was unanimously named
the Pomeranian Employer of the Year as
a clear winner among large companies.
The competition is addressed to
companies which make a key contribution
to economic growth in Poland and the
Pomeranian Region, promote responsible
business practices and offer good jobs.

Most Attractive Employer 2017
ERGO Hestia was one of Poland’s most
attractive employers awarded by
Universum. The survey covered over
27 thousand students of 64 universities.
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Signatory of the
Diversity Charter

Most Desirable Employers
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ERGO Hestia Inspires Confidence

Gazeta Bankowa awarded ERGO Hestia’s
platform iHestia as a state-of-the-art
solution in the financial industry. Gazeta
Bankowa has for 15 years promoted
companies and institutions which provide
innovative technologies.
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Golden Bumper

IT Leader 2017

Technobiznes Award 2017
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Awards
Category: Quality of customer service, quality of CSR
management, creation

ERGO Hestia was awarded for the third
time in the Golden Bumper ranking
of the friendliest insurers nominated
by car workshops providing repair
services in recognition of the quality
of relations, competences, credibility
and timely payment. The award was
presented at the 12th Motor Insurance
Discussion Forum.

Computerworld awarded ERGO Hestia
for a successful combination of
insurance and advanced technology.
Computerworld named ERGO Hestia the
IT Leader 2017 in Banking & Finance for
the implementation of iHestia. A year
since deployment, the platform has
more than 11 thousand users among
insurance intermediaries.

The Best Insurer
ERGO Hestia was named the Best
Insurer at the 9th Insurance Forum in
recognition of the industry’s best claims
handling service, the lowest complaint
ratio among the biggest insurers and the
implementation of the state-of-the-art
insurance platform iHestia.

Service Quality Star 2017

Confidence Leader
ERGO Hestia enjoys the best customer
confidence rate among the top 5 insurers
in Poland. ERGO Hestia remained
the Confidence Leader in the most
recent report covering the number of
customer complaints published by the
Financial Ombudsman.

Consumers awarded ERGO Hestia
the Service Quality Star 2017 in
acknowledgement of the quality of service
provided by ERGO Hestia employees.
Recognised by 10 million Poles, the Service
Quality Star stands for brand commitment
to open dialogue with customers. The award
was granted following a year-long survey
supported by the online portal jakoscobslugi.pl
and the mobile app Premia360.

Fair Play

SUPER
FAIR
PLAY

Fair Play

Super Fair Play

Responsible Companies Ranking

Audience Award

ERGO Hestia’s corporate insurance
products are consistently among the
best in the industry, as recognised by the
Association of Insurance and Reinsurance
Brokers with a special award for the
leading corporate insurance offer in the
last 25 years.

ERGO Hestia ranked 8th in the category
Banking, Finance and Insurance as the best
insurer in the Responsible Companies Ranking
2018 (based on 2017 performance). The
ranking covers the biggest Polish companies
assessed for the quality of corporate social
responsibility (CSR). The ranking is organised
by the Koźmiński Business Hub in partnership
with the Responsible Business Forum, Global
Compact Network Poland and Dziennik
Gazeta Prawna.

The ERGO Hestia Group Annual Report
2016 – Network won the Audience
Award in the annual Kantar Information
Is Beautiful Awards. ERGO Hestia’s
publication designed by the graphic artist
Hanna Dyrcz was the only Polish finalist.

ERGO Hestia won the main award
from the Association of Insurance
and Reinsurance Brokers for the 10th
time. The Fair Play Award for the most
trustworthy insurer stands for top
quality of relations between the insurer
and brokers.

CARE 2017 / D I V E R S I T Y

Awards
Category: IT and Partnership
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Areas of
Sustainable
Development
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Areas of Sustainable Development
PLN 100 thousand

To understand one’s environment is one thing. To make a positive change is quite another. ERGO Hestia has for

award in the
ECO HESTIA SPA competition
(PLN 100 thousand in 2016)

years successfully combined business with a complex and in-depth contribution to the economy, society and the
environment. Its unique projects bolster sustainable development and positive transition in all of those areas,
from the economy to ecology.
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persons with disabilities
re-entered the job market
(15 in 2016)

148

PLN 173.44 million

victims of accidents
helped by CPOP
(rehabilitation & therapy)

taxes and other charges
(ZUS, PFRON, KNF, UFG, MSWiA, PBUK)
(PLN 197.22 million in 2016)

PLN 233.6 million

340 tonnes of CO2
saved because employees
drive hybrid cars instead
of traditional vehicles
(107 tonnes of CO2 in 2016)

379

young artists participating
in the Hestia Artistic
Journey competition
(414 in 2016)

1,390

payments to counterparties
net of claims and benefits paid
(PLN 219.32 million in 2016)

beneficiaries
of Integralia Foundation
(1,579 in 2016)

20,000 m2

total area of the Hestia Park
in Sopot
(20,000 m2 in 2016)

2,700

works entered in the LIGHTS
by Artistic Journey competition

Society

82,702

Environment

intermediaries
(78,476 in 2016)

PLN 6.06 million

fees to intermediaries
(PLN 1.14 billion in 2016)

sponsorship, donations
and other CSR grants

2,624

34,000

employees

PLN 3.17 billion
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claims and benefits paid
(PLN 2.92 billion in 2016)
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bike commutes

100%

employees under
employment agreements
(100% in 2016)

65%

of employees
are women
(65% in 2016)

1,300

beneficiaries of employee volunteering
(1,264 in 2016)

Over 300,000

honeybees
in the ERGO Hestia apiary
(60,000 in 2016)
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PLN 1.24
billion

Economy
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Areas of Sustainable Development

Diversity at ERGO Hestia
Public commitments, equal
treatment policies and
diversity management

For young people

ARGO Programme
for young agents

Young Insurance Academy
- workshops for junior and
senior high school students

Patron of a new programme at
the Department of Mathematics,
University of Gdańsk

For people in need

65%
of employees
are women

60% of management board members
of ERGO Hestia Group companies
and foundations are women
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Mindfulness
training
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Kindergarten
for employees’
children

Health care programmes at the Healthy
Employee Centre support employees’
health condition

ERGO Hestia after hours

Sailing Club

Ethics
Coalition

Social inclusion

Gender

Age, health, lifestyle, family status
ERGO Hestia Group
employees span
Generations X, Y and Z

Training
programme

Standard of
the Ethical
Programme

Promotion of young
Polish artists

51%
of managers
are women

Volunteering

The Diversity
Charter

Insurance brand for
young customers

C
Personal Injury
Rehabilitation and Support
Centre

Movie “Signs”
Customer service
in sign language

Website www.ergohestia.pl
tailored to the needs
of blind people

Integralia Foundation

Special insurance offer
for people with disabilities

Poland’s first movie
about deaf culture

2% of employees are
people with disabilities

Cultural diversity
Cycling
programme
ERGO Hestia Cup
Tournament

Flexible working
hours

ERGO Explorers: training
programme for employees
in Poland, Lithuania, Latvia
and Estonia

Our managers gain
experience in many
different countries

We are a part
of the international
ERGO Group (responsible
for the Baltic States)
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Traineeship and internship
programme
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Areas of Sustainable Development

industry
events

ERGO Hestia believes in open communication with all stakeholder groups. With years of experience in stakeholder
mapping, ERGO Hestia knows which stakeholders have the biggest mutual impact in relation to the brand.
ERGO Hestia organises dialogue sessions and workshops in accordance with the Stakeholder Engagement Standard
AA1000SES. The partnership helps to analyse stakeholders’ needs, identify their expectations and incorporate the
findings into the business strategy.

meetings

communication with
the Administration
Department’s
Procurement Office

participation
in training
and conferences

one-on-one
meetings

Business
and social
organisations
and associations

Suppliers

Methods of communication and dialogue with stakeholders
The areas of social engagement, friendly business partnership, organisational culture of ERGO Hestia were among the topics discussed at dialogue
sessions with the Group’s stakeholders. The starting point was the Care Report published in 2017. The sessions offered roundtable discussions open
to all participants willing to freely speak in the plenary and present their own comments, needs and expectations. The discussions focused on
responsible sales, the ethics of agents, the quality of call centre services, and the addition of socially responsible products and services to the offer.
All presented findings were placed in a single matrix in order to structure bilateral communication and incorporate findings into local action plans.
ERGO Hestia is committed to continue this format of co-operation in coming years.

integration
meetings

employee engagement
surveys and
opinion polls

newsletter

Felix trust
building
programme

articles
on industry
portals

job fairs

meetings with
management

internship
programme

partnership with
universities

patron of
a new programme
at the Department
of Mathematics, University
of Gdańsk

Young Insurance
Academy programme
for junior and senior
high school students
Integralia Foundation
initiatives addressed to
people with disabilities
including the programme
doradza.my

website
www.kariera.
ergohestia.pl

interviews

intranet
employee
volunteers

7 training and
development
programmes

Employees

Integralia Foundation
initiatives addressed
to potential employees
with disabilities

social media

dialogue
sessions

Complaints
Handling
Centre

Hestia Artistic Journey
competition, partnership
with universities

Schools and
universities

Customer
Ombudsperson

participation in the
Sustainable Urban Mobility
study in Sopot

Branches
customer
satisfaction surveys
website
www.ergohestia.pl

dialogue
sessions
promotional
and advertising
materials

newsletter

meetings and
conferences

meetings

iKonto
customer portal

Media

Press
Officer

CSR reports

meetings

Clients
meetings and
conferences

ECO HESTIA SPA
competition

website
www.ergohestia.pl

social media (Facebook,
Twitter, Instagram,
Youtube, LinkedIn, Dialog
w ubezpieczeniach)

Tischner Days

Care
Report

Twitter

conferences

dialogue
sessions

press
releases

Facebook
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Potential
employees

Care
Report

Call Centre
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job portals

experts’
comments

joint
initiatives

Local
community
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workshops

projects
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ERGO Hestia Group projects implementing the Sustainable Development Goals

Areas of Sustainable Development
lawyer
chat

Agent
Ombudsperson
training system

Dealer Zone
magazine

dialogue sessions

Agent Zone
magazine

webinars

business
meetings

Business partners
(agents and brokers)
iHestia Information
Centre

meetings

reports and presentations
of results
training and
workshops

Volunteers

Honeybees

Father Józef Tischner
Znak and Hestia Award

Healthy Employee
Centre

Young Insurance
Academy

Father Józef Tischner
Znak and Hestia Award

LIGHTS
by Artistic Journey

Public
administration

Traineeship and
internship programme
HART / SMART
Kindergarten

participation
in joint
projects

Father Józef Tischner
Znak and Hestia Award

reports

Regulators
and auditors

ERGO Explorers
development
programme

exchange of expertise
and experience among
employees in Poland,
Lithuania, Latvia
and Estonia

Integralia Foundation

Integralia Foundation

ECO HESTIA SPA

Change Your
Perspective

Change Your
Perspective

Cycling
programme

CPOP

Migam

Hestia Park

Traineeship and
internship programme

Volunteers

ERGO ARENA

Migam

ERGO Hestia Sopot
Sailing Club
Carpooling

participation in the Sustainable Urban
Mobility study in Sopot organised by
the Municipality of Sopot

CSR reports

partnership with
the Association
of Polish Spa Communities

Diversity
Charter

ERGO Hestia Sopot
Sailing Club

Hestia Park

ECO HESTIA SPA
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ERGO Hestia
After Hours

audits

Shareholder:
ERGO Group /
Munich Re

Hestia Artistic
Journey

Hestia Park

quality
certification

CSR reports
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CPOP
Volunteers

participation in the
Sustainable Urban Mobility
study in Sopot organised by
the Municipality of Sopot

Local Discussion
Groups

General
Meetings

exchange
of expertise

joint
initiatives

Risk Focus magazine
and Risk Focus blog
www.riskfocus.blog

environmental audits

Natural
environment

contacts and co-operation
with environmental
organisations

Cycling
programme

Volunteers

Integralia Foundation

Father Józef Tischner
Znak and Hestia Award

Hestia Artistic
Journey

Honeybees

ECO HESTIA SPA

Hestia Park

Migam

Hybrid car fleet

Hestia Park

Carpooling

ERGO ARENA
ERGO Hestia Sopot
Sailing Club

Stakeholders

Society

Employees

Clients

Environment
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CSR reports
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Our Clients
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iHestia

Our Clients

YU!

2017 was the first full year
in operation of the stateof-the-art digital sales and
post-sale service platform
iHestia

ERGO Hestia in
co-operation with its
technology partner
(Yanosik) implemented
a state-of-the-art tariff
solution based on telemetry
under the YU! brand

The best insurer, top quality service… ERGO Hestia’s awards won in competitions and rankings are true to fact
including the lowest complaint ratio in relation to market share, continued reduction of claims payment periods.
However, the overall image of any insurer mainly depends on stories of thousands of clients supported by
ERGO Hestia in difficult moments.

ERGO Hestia
Pomoc 24
Comprehensive repair
of damaged vehicles.
Individual account
managers are responsible
for the entire claims
handling process

Value generated for clients

New services
for retail clients

0.7

PLN 3.17 billion

One in five clients

97%

the industry’s highest
NPS of ERGO Hestia in
claims handling*

the industry’s second
lowest complaint ratio,
equal to the share of
complaints to market
share, according
to the Financial
Ombudsman’s 2017
report (0.76 in 2016)

claims and benefits paid
(PLN 2.92 billion in 2016)

of ERGO Hestia get the
claim payment decision
during the first contact
with the insurer

of complaints closed
within 30 days

Clients are offered
replacement cars
in CarSharing

Product for people
with disabilities

Banking platform and new Car
Assistance service
39

CarSharing

In partnership with the Integralia
Foundation, we have developed
general terms and conditions of
insurance tailored to the needs of
people with visual impairments

Innovation available to Bank Millennium
clients who buy travel insurance. New Car
Assistance service for ERGO 7 and iHestia
Moja Firma clients

Hestia Corporate
Solutions

Cyber Lab
ERGO Hestia in partnership with
Hestia Loss Control engineers helps
companies and institutions to mitigate
the impact of potential cyberattacks
by running a thorough analysis of the
ICT environment. Recommendations
and guidelines improve security and
mitigate potential attacks

ERGO Hestia offers
a platform of services,
products and tools which
turn advanced insurance
programmes into
comprehensive solutions
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Golden
Bumper
Award

Quality
Star
Award

quality of motor
insurance claims
handling based
on a survey of
car workshops

granted to
ERGO Hestia for
the seventh time

Best
Insurer
ERGO Hestia named
the best insurer by the
Banking & Insurance
Forum

*2017 survey of 700 clients focused on relations with ERGO Hestia including agent advisory, claims handling, customer service, general referral of the insurer.

Pen tests

Organisation and
financing of medical
treatment abroad
New insurance product offered in partnership
with Best Doctors® with a sum insured of one
million euros. We ensure a second medical
opinion. Where treatment abroad must
continue, we organise and pay the cost of the
world’s best doctors

Penetration tests explore
vulnerabilities of clients’ IT
systems open to hackers

Thermovision
Insurance audits of electrical systems
that mitigate the risks of fire and
support business continuity
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New services
for corporate
and SME clients
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Our Clients
Customer satisfaction surveys and handling of complaints

Customer Ombudsperson

ERGO Hestia ensures high quality of dialogue with customers. We were the first insurer in Poland to develop a process in which we analyse complaints
and appeals received from clients. Findings combined with monitoring of market trends help us tailor our services and products to the expectations of
the most demanding clients. We have learned from clients’ suggestions and implemented over 700 modifications and improvements.

ERGO Hestia is the first insurer whose clients may contact the Customer Ombudsperson. The quality of ERGO Hestia’s service was acknowledged by
the Service Quality Star awarded to ERGO Hestia for the seventh time. The award reflects the opinions of consumers who name companies which
they would recommend to others.
www.rzecznik-klienta.ergohestia.pl

Ratios of complaints and litigation
of the top 10 non-life insurers based
on the 2017 Financial Ombudsman Report

ERGO Hestia

5,500

Market

cases closed by the
Customer Ombudsperson
(3,148 in 2016)

2.5

application
ratio

•
•
•
•
•
•

motor insurance
ratio

complaint
ratio

legitimate
complaint ratio

0.7
litigation
ratio

overall
ratio

Application ratio: clients’ interventions filed with the Financial Ombudsman*
Motor insurance ratio: clients’ interventions concerning motor insurance filed with the Financial Ombudsman*
Complaint ratio: complaint procedures reported by financial market institutions in regular reports to KNF*
Legitimate complaint ratio: legitimate complaint procedures reported by financial market institutions in regular reports to KNF*
Litigation ratio: court proceedings concerning filed complaints reported by financial market institutions*
Overall ratio based on the share of intervention requests, complaints and litigation*
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*in relation to the market share
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of cases closed
by the Customer Ombudsperson
within 5 days

Summary
In 2017, the complaint ratio dropped by 0.06 percentage points (from 0.76% to 0.7%). The complaint ratio in relation to the market share
decreased. This trend implies that ERGO Hestia’s ratio was less than the average ratio of the top 10 insurers according to the Financial
Ombudsman report.

Diversity example
Clients inspire change! Everyday life has forced us to reconsider our procedures and ensure that they do serve people. ERGO Hestia approved
the request of a female client who wanted to insure her female partner. We decided to amend the provisions of life insurance contracts.
We were already working to modify the general terms and conditions of family insurance Hestia Rodzina for a broad range of clients. Following
the modifications, the definition of partner covers same-sex partners. Whatever their sexual identity, all clients get the highest standard of
protection for themselves and their close ones.

www.tinyurl.com/y6wk34yh
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0

44%

0.47

0.54

0.5

7 days
(median) processing time
of cases by the Customer Ombudsperson
(10 days in 2016)

0.74

1.36
0.74

1.34
0.71

1

1.52

1.5

1.58

1.83

1.95

2
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Our Clients
ERGO Hestia in partnership with the CPOP Personal Injury Rehabilitation and Support Centre revolutionises personal
claims handling in Poland. At the request of the insured, we organise comprehensive social, occupational and
medical diagnostic for injured parties and develop Individual Assistance Programmes. Rehabilitation is delivered by
the best clinics. As a result, those injured can get back to autonomous life and occupational activity.

CPOP experts (6)

Rehasport Clinic
– core rehabilitation
centres (4)

Rehasport Clinic
– licensed rehabilitation
centres (90)

Integralia Foundation
– career advisors (16)
Health Factory
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NeuroSana
– physiotherapists

NeuroSana
– neurological rehabilitation
centre in Gdańsk
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ne

medical centres
(10 thousand)
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Our Partners
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men

33%

35%

39%

75

35%

15%

women

29%

Our Partners

Share of intermediaries by gender

100 %

With its Friendly Partnership strategy, ERGO Hestia aspires to promote the Highest Standard of Protection. Insurance
intermediaries are the brand’s key ambassadors and a source of inspiration for new solutions.
71%

67%

61%

65%

65%

20%

14%

3%
25%

7%

64%

73%

50

61%

75

25

0
*Kantar TNS survey (November 2017) of 600 agents focused on relations with ERGO Hestia including agent service, customer service, product offer, general referral of the insurer.

over 50 years

Agent

Broker

Bancassurance

16%

ERGO Hestia won
the Fair Play Award as the most
trustworthy insurer for the 10th time
at the Broker Congress

30-50 years

All partners

13%

ERGO Hestia was the first
insurer to appoint
an Agent Ombudsperson

up to 29 years

Authorised car
workshop

36%

Fair Play
Award

Trade network &
financial intermediary

63%

NPS of ERGO Hestia
(agent survey)*

Share of intermediaries by age

100 %

12%

#1

(market’s
highest)

Bancassurance

83%

fees for intermediaries
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Broker

10%

PLN 1.24
billion

Value
generated for
intermediaries

Agent

0

20%

2017 IT Leader award
from Computerworld and
Techno Biznes award
for iHestia

for the best corporate
insurance offer in the last
25 years at the Broker
Forum

25

64%

IT awards

16%

Super Fair Play
Award

85%

50

Trade network &
financial intermediary

Authorised car
workshop

All partners

Friendly Partnership is understood as compliance with the three conditions of partnership with intermediaries:
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agencies and other
insurance partners
of ERGO Hestia Group
(5,288 in 2016)

82,702

individuals acting as agents
of ERGO Hestia Group
(78,476 in 2016)

71%

of individuals acting as agents
of ERGO Hestia Group
are women

The terms of our co-operation with intermediaries are governed by agent contracts. Our co-operation with intermediaries is based on respect for
mutual interests; we act at all times with due diligence and according to a code of conduct.

Available

Attractive

Credible

We are open to the need of our intermediaries.
We stay in touch based on advanced
technologies and solutions

We offer opportunities of development
and competitive conditions

We have mutual trust in our relations
with intermediaries

The objective of the Outreach strategy is to ensure that the Highest Standard of Protection is available at any time to all clients and partners.
The ERGO Hestia Group offers the Highest Standard of Protection to clients based on a partnership with intermediaries. To achieve this strategic
objective, the ERGO Hestia Group aspires to be the Partner of First Choice of intermediaries, partners and clients. Friendly Partnership is the best
way to Promote the Highest Standard of Protection.

CARE 2017 / D I V E R S I T Y

CARE 2017 / D I V E R S I T Y

5,235
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Our Partners
In their daily business, insurance intermediaries put ERGO Hestia’s offer to a test. They are the first to know which
solutions address the needs of the market, how they are perceived by clients, and what could be changed. Listening
to their opinions while communicating the corporate message is necessary to generate positive feedback.

Agent satisfaction survey and opinion poll
We regularly commission independent opinion pollsters to run agent satisfaction surveys. We check satisfaction with our products and sales
support, the sales system, fees, services for clients and agents, as well as development opportunities. Based on survey results, we implement
business improvements.

ARGO Programme
The objective of the ARGO Programme is to build a community of insurance advisors who offer the Highest Standard of Protection and take care of
customers based on a solid understanding of their insurance needs and a smart selection of the appropriate insurance cover. The ARGO Programme
addresses the needs of potential and existing business partners of ERGO Hestia. The solution is dedicated to individuals who have no experience in
the insurance industry and are ready to start and develop a business of their own in partnership with ERGO Hestia (ARGO Standard), as well as agents
who need support in business succession or want to develop together with ERGO Hestia and work with new sales forces who have a potential (ARGO
Succession). Every ARGOnaut is offered support in development including an extensive training offer and a mentoring programme which provides the
expertise and tools necessary to achieve sales targets. The carefully selected training curriculum, the unique hands-on approach and diverse formats
are the key to success.

For more information, visit www.ergohestia.pl/argo

Agent Ombudsperson
ERGO Hestia insurance intermediaries have their representative, the Agent Ombudsperson appointed in 2017. The Agent Ombudsperson with
a team resolve issues, collect findings and review comments of agents. The main function of the Agent Ombudsperson is to initiate and implement
modifications which could improve the quality of agents’ performance in customer service. The Agent Ombudsperson, the Customer Ombudsperson
and the Quality Management team take a comprehensive perspective on the needs of participants of the insurance market to better align customer
service solutions to the dynamically changing business environment. This represents another step in the development of ERGO Hestia’s dialogue with
insurance intermediaries.
For more information, visit www.rzecznik-agenta.ergohestia.pl

6

ARGO Programme
graduates in 2017

participants of the
last 2 editions

CARE 2017 / D I V E R S I T Y

cases closed
by the Agent
Ombudsperson

58

3 days

37
corrective programmes
implemented by the Agent
Ombudsperson

(median) processing time
of cases by the Agent
Ombudsperson

27
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1,600
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Our Partners
Friendly Partnership based on mutual trust is the best way to promote the strategy of the Highest Standard of
Protection. ERGO Hestia is open to the needs of insurance intermediaries who can at all times rely on effective
support of experts, including advanced incentive schemes and training. ERGO Hestia respects the market expertise
of agents and draws on their experience in recognition of the fact that the satisfaction of partners derives both from
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Our Employees
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Our Employees
Equal opportunities and respect for diversity are the pillars of ERGO Hestia’s organisational culture. The Group is a unique
employer, as demonstrated by the awards won for our HR policy and by our day-to-day engagement. The organisation
brings together close to 3,000 people who inspire each other and span several generations. Employees’ children attend
the corporate kindergarten. Everyone is offered professional development opportunities including a range of training
programmes and diverse career paths. Employees take part in community projects: many volunteer initiatives are best
proof of the imagination and engagement of employees.

women

35%

47%

35%

57%

36%

36%

53%

65%

43%

64%

64%

36%
64%

65%

33%
67%

28%

49%
51%

26%

75

7
training programmes
for different employee
groups

51%

50
72%

of employees
are women
(65% in 2016)

74%

Value
generated for
employees

35%

invested
in employee
training

65%

men

100 %

65%

of employees are satisfied
or very satisfied with
their work

35%

PLN 2.5
million

65%

84%

ERGO Hestia Group headcount
(as at 31 December 2017)

25

of (middle and senior)
managers are women

0
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Most
Desirable
Employer

64

Solid
Employer
2017

Pomeranian
Employer of
the Year

Most
Attractive
Employer

Predispositions, competences, educational background are the key selection criteria of ERGO Hestia employees. The HR policy is designed to fully
leverage their potential. More than 80% of employees have higher education. Young people who start their professional career are welcomed in
a friendly environment and can learn from the experience of senior colleagues. Many have successfully entered the competitive job market either in
ERGO Hestia or other companies and institutions thanks to advisory offered by the Integralia Foundation for occupational integration of people with
disabilities. The Group supports healthy lifestyles and promotes employee volunteering.
ERGO Hestia builds employee engagement by offering a range of development programmes and activities, many of which are focused on creativity.
Employees and affiliates participate in regular events and workshops dedicated to the arts. Those are offered by the Hestia Artistic Journey
Foundation which organises a national competition for art students.
In line with the Diversity Charter, of which it is a signatory, ERGO Hestia promotes equal treatment policies and diversity management at the work
place. In all of its teams, it strongly promotes social and environmental responsibility and implements projects and initiatives proposed by employees.
Those efforts underpin employee satisfaction and engagement levels, which are regularly monitored to ensure improvement.

full-time
employees

branches
employees
474
other
employees
2,359

part-time
employees

headquarter
employees
2,150

employed
departures
under an
339
employment
agreement
2,624
employed
employed
for an
under shortindefinite
time contracts
period
(including
2,366
interns)
employed
23
for a definite
new hires
period
441
258

The ERGO Hestia Group has no collective bargaining agreements and neither does it employ supervised employees. There were no seasonal fluctuations
in the headcount.
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managers
265

employees
2,624
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Our Employees
up to 29 years
30-50 years

Share of employees by age

over 50 years

Training programmes

2%

14%

6%

5%

100 %

Hestia Talent
Development Academy

Navigator
• 2nd edition

• 15th edition

75
69%

59%

83%

79%

• Objective: management
competences of new managers

• 36 participants

50

• Objective: programme
dedicated to highly
engaged corporate talent

Leader
development

employees

(middle + senior)
managers

• Over 100 participants

Expert Forum
new hires

departures

Sales Manager
Certification
• 1st edition in 2017

26%

39%

3%

15%

25

0

• Over 30 graduates, currently
16 participants

• 300 graduates (60% promoted
as managers)

• 1st edition
• 2 fora: Analysts and Project
Managers

Dedicated
Development
Programme

• Objective: role-based competence
training of Sales Managers

Certification

• 36 participants
• Objective: efficient organisation
based on expert activities

Personal development and individual targets as well as a sense of belonging to a community – all are equally important
and supported by fringe benefits available to employees. ERGO Hestia provides medical services for employees.
ERGO Hestia offers a kindergarten, a canteen, and a café. It supports employees by enabling flexible working hours.
It offers benefits to bike commuters.

1,760

training days

employees attended
development training
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Training

66

33

460
training
sessions

725
employees attended the Integralia Foundation
Change Your Perspective training focusing
on the perception of and communication
with people with different disabilities

students attended
internships

Train the Trainers

Certification

• 1st edition

• Certification programme for
112 Sales Managers, Underwriters
and over 300 Claims Handlers

• 10 internal trainers in claims
handling, processes and sales
• Objective: training series for
Internal Trainers who share
their expertise with ERGO Hestia
employees and intermediaries

ERGO Explorers
• 1st edition (international programme)
with 50 participants (Poland and
Baltic States)
• Objective: exchange of experience
and shared business goals

• Objective: certification of specific
groups of employees necessary
to support independent decisions
within their tasks and responsibilities
CARE 2017 / D I V E R S I T Y

1,100
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Our Employees
Development programmes
ERGO Hestia offers an extensive training and development programme for employees. The programme covers strategic and professional training.
The former is closely linked to the Group’s business strategy. It includes talent and manager training such as the Hestia Talent Development Academy
and Navigator. Other training programmes are addressed to selected groups of employees including the Expert Forum, Train the Trainers, ERGO
Explorers, the Sales Manager Development Programme. ERGO Hestia also offers induction training and mandatory training.
Professional training is designed to address the needs of specific units of ERGO Hestia. It develops expertise required in a unit or at a position.
It includes individual training programmes, conferences, as well as training of employee groups sharing the same competences.

Kross Bike

Banking offer

Family picnic

Bicycles of top brand
available at discounted
prices

Preferential prices
of bank loans

Family picnic for
employees and family
members

Employee
canteen
and café

Flexible working hours (September 2017)
1,400 employees

Partnership with universities
Mathematical Modelling and Data Analysis, a new academic programme offered by the University of Gdańsk in partnership with ERGO Hestia since
October 2017, addresses the present-time demand for experts who can extract information from big data. The most advanced students may count
on an internship followed by a permanent position in ERGO Hestia’s Actuarial Department, Risk Department or Product Departments. ERGO Hestia
experts review the BA programme curriculum and offer classes. ERGO Hestia is the patron of a programme in Finance & Insurance Data Digging.
ERGO Hestia has for years supported young professionals starting a career. The internship programme for graduates covered 33 participants in
2017. Half of them were later hired by ERGO Hestia under employment agreements. Jobs are also offered to people with disabilities. The Integralia
Foundation accepts candidates for paid summer internships in the ERGO Hestia Group. The internship programme features mentoring by professionals
including training in soft and hard skills.

1200
1000
800
600
400
200

70 children
of employees

Healthy Employee
Centre

Christmas
presents

6,647 doctor visits for employees

Cycling
programme
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12 meetings
Over 1,000
participants

68

03:00

04:00

05:00

06:00

• Occupational
health and safety
training for 100%
of employees

ERGO Hestia
after hours

Benefits
for full-time
employees

Mindfulness training

4 sport disciplines
Over 180 participants

Work start hours

Raising the awareness
of employees about the
importance of
self-improvement and
relaxation to reduce
stress at the workplace

07:00

08:00

09:00

10:00

Over 300 participants
34,00 bike commutes

1,748 available diagnostic and
laboratory tests

ERGO Hestia Cup

0

Insurance
Preferential access to motor,
home and group insurance

• Healthy Employee
Centre

key policies and procedures
of occupational health and
safety management

15

employees

0

fatalities in
accidents at
work involving
employees

number of
fatalities

total number
of accidents
at work
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Kindergarten
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Our Employees
Hestia Volunteer Centre (HCW)

FELIX

The Hestia Volunteer Centre co-ordinates many grassroots initiatives developed across the ERGO Hestia organisation. Our employees love
engagement. By helping others, they integrate with colleagues. Collections for those in need, blood collections, choir singing – they all stem from
genuine needs and human values.

Felix means happy, blessed or fruitful in Latin. Everyone works better and more fruitfully when the workplace is friendly and inspiring. This is the
objective of the engagement programme Felix addressed to employees of the Claims Handling Department.
Launched in 2017, the project covers 1,000 persons. It includes a range of initiatives: Felix After Hours, Sport Felix, Very Special Holidays. Close
to 30 campaigns in 2017 generated strong participation and engagement. Some 500 participants attended movie and music trivia contests.
Almost 300 people took part in Chocolate Days and another 300 decorated the Christmas tree and collected donations for charities.

2,000

38

1,300

12

500

PLN 220,000

employees
volunteering

volunteer campaigns

beneficiaries of
volunteer initiatives

partner NGOs

employee
volunteers

donated to
beneficiaries for
statutory activities,
rehabilitation, care
and assistance

Valentine’s Day

Tournament

with stress-relief
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Coffee

photo contest
for mobile claims
handlers “How’s It
Going Out There?”
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Coffee

Training

of training team
recommendations

Children’s

Participation

Action „Claims
Handling Department through the
Child’s Eyes”

moovie trivia

Day

Action

for mobile claims
handlers “Fun Stories
from Work”

email contest
awarded with
ERGO ARENA
Jean-Michel Jarre
concert tickets

Day

Photoshop:
Dress green on
St Patrick’s Day

Apple & Carrot

in safe driving and
cyber-risk workshop
with Hestia Loss
Control

Action

Juice

Action

in mindfulness
relaxation

Day

Quiz

Draft

a welcome email
for employees

Email

December

November

October

September
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for
hnut
Doug eague
l
a col

Chocolate

dress code
at the Claims
Handling
Department

Bo
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tiv
e

Visits
to Teatr
Wybrzeże

of board games
and chess

Action

playing foosball
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Do nia
a
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up
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Ch

Day

“Rock Fight”

for children
at Easter

New

in the lounge area

Music Day

Foster care

with managers
on Shrove Thursday

Tournament

go

Library

playing football on
consoles

2017
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HCW
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ERGO Hestia
for Society

72
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ERGO Hestia for Society
ERGO Hestia’s social engagement projects originated two decades ago. Innovative and consistently pursued,
they have earned recognition in the target communities. New projects have been developed over time, dedicated
to education, social integration and the arts. They serve the community through participation in culture.

379

1,390

young artists participating
in the Hestia Artistic Journey
competition

beneficiaries of the
Integralia Foundation

The culture of ERGO Hestia Group: Our social projects and
the ERGO Hestia Group strategy
The key objective of promoting the Highest Standard of Protection is to ensure broad recognition of the values and initiatives of the
ERGO Hestia Group among all stakeholders. It is a necessary condition of dynamic growth.

2,700

works entered in
the LIGHTS by Artistic
Journey competition

230

148

participants of the Young
Insurance Academy workshops

accident victims supported
by CPOP (rehabilitation
& therapy)

The Highest Standard of Protection
PLN 6.06 million

1,300

beneficiaries of
employee volunteering

sponsorship, donations
and other CSR allocations

Society

Our social engagement projects

Simple

Responsive

State-of-the-art

Globally, we take responsibility for the planet. Individually, we care about the quality of human life. ERGO Hestia supports the Sustainable
Development Goals and makes a measurable contribution to a number of key areas.

EDUCATION

SOCIAL INCLUSION

CULTURE AND SPORTS
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„Signs” Movie

Nagroda Znaku i Hestii
im. ks. Józefa Tischnera
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The ERGO Hestia Group has over its 27 years of consistent development fostered a culture that is unique in the industry.
It is a culture of ACTIVE RESPONSIBILITY. We anticipate customers’ needs, overcome barriers, develop advanced technologies and solutions.
We actively respond to the needs of internal and external stakeholders. We look at a broader picture, take one further step. This motto guides
all our actions.
The way we act is equally important at the ERGO Hestia Group. Our employees have at all times followed top standards of conduct for the quartercentury of our operation.
Acting in the spirit of ACTIVE RESPONSIBILITY, we have developed ERGO Hestia’s key initiatives which underpin the Highest Standard of Protection.
ACTIVE RESPONSIBILITY relies on openness, promotes interaction and overcomes barriers within the organisation. This approach consolidates the
ERGO Hestia Group as a cohesive and robust organisation. It inspires employees to take pride in their work.
The ERGO Hestia Group achieved its 2015-2017 strategic objectives in the spirit of active responsibility.

75

ERGO Hestia for Society
Sessions with psychologists, coaches, job agents and vocational advisers under the umbrella of the Tailored
COMPetences programme give people with disabilities a chance to enter the general job market. The Foundation’s

Integralia Foundation projects

Inspiratorium programme helps young people understand educational and occupational opportunities.
The Foundation trains ERGO Hestia employees under the motto “Change Your Perspective” to overcome the taboo of
disability. We have opened an integration beach zone in Sopot equipped with an amphibious wheelchair for people
with motor disabilities.

1,390

Doradza.my

Inspiratorium

An online platform which offers a series of webinars for
people with disabilities preparing to plan a career and
get a job.
www.doradza.my

The project helps people with disabilities enter the
job market. We support occupational activity through
workshops and motivation sessions as well as training
which prepares participants for the job market.

Change Your Perspective

Tailored COMPetences

Workshops focused on the perception of people with
disabilities. Participants are introduced to the specificity
of different dysfunctions, get to understand issues faced
by people with disabilities and learn how to interact
with them.

This is our sixth project supported by EU funds and
addressed to people with disabilities in order to train
them and provide support in finding a job that matches
their competences.

ERGO Hestia Group
Internship Programme

Vocational Support
for CPOP Beneficiaries

The programme identifies potential candidates for job
positions at ERGO Hestia headquarters and branches and
with insurance agents.

Career advice and employment of accident victims.
The programme is operated in partnership with CPOP
Personal Injury Rehabilitation and Support Centre.

49

beneficiaries of the
Integralia Foundation

people with disabilities
entered the job market

1,263

65%

participants of Change
Your Perspective
training workshops

of Integralia Foundation
employees are people with
disabilities (the Foundation has
20 employees)

100

28

people with disabilities
supported by the Foundation
with 1,280 hours of support
of psychologists, coaches, job
agents and vocational advisers

employer
partners

Pomeranian
Storms Award
for the Tailored COMPetences
programme awarded in the
category EUROinspiration
– Human Capital

76

In 2017, the Integralia Foundation became a member of the Labour Market NGO Network Council, an organisation of institutions which support
job market participation in Poland. In addition to the Sopot NGO Council and the Gdynia and Sopot District Labour Market Council, this is yet
another organisation through which we help to plan and develop initiatives dedicated to people with disabilities at the local and national level.

www.integralia.pl

www.tinyurl.com/ybhpvpqc
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Sustainable Development Goals:

77

ERGO Hestia for Society
ERGO Hestia has for many years been a patron of young artists, offering them space of inspiration and opening
opportunities to encounter works of generations of leading artists from around the world and reach out to the public.
We support the creative edge of the business community and arrange inspiring artistic events for employees and partners.
ERGO Hestia widely draws on the potential of new technologies including the social media.

LIGHTS by Artistic Journey
This unique competition has democratised the medium of photography. Everyone had a chance to present their photographs in a professional art
gallery. To enter the LIGHTS by Artistic Journey project under the auspices of ERGO Hestia, participants were requested to publish a photograph
relating to the topic of light on the Instagram profile www.instagram.com/artystycznapodroz. Photos taken with a smartphone or tablet had to be
marked with the hashtag #artystycznapodroz and #aplights2017. Shortlisted photos were exhibited at the galleries Mysia 3 in Warsaw and Sztuka
Wyboru in Gdańsk. The winner’s award was a trip to Paris, the City of Lights. The profile had more than 16 thousand followers and the hashtag
#artystycznapodroz was used more than 200 thousand times.
www.artystycznapodroz.pl

Hestia Artistic Journey
It all started in Gdańsk. A competition for students of the Gdańsk Academy of Fine Arts, which soon went national, brought a new quality of art
patronage to Poland. Inspired by the age-old tradition of grand tours, it introduced a unique format of awards granted to young talents. Inspiring
artist residences in New York, Valencia and other centres of culture are the signature touch of the Hestia Artistic Journey. Hundreds of students of art
academies across Poland enter the annual competition. Winners of the past editions have won recognition in Poland and beyond. Established by the
initiative of ERGO Hestia Group CEO Piotr M. Śliwicki, the Foundation organises exhibitions which promote promising Polish artists as well as art events
in Poland and abroad. Its track record includes 17 editions of the Hestia Artistic Journey competition, 29 artist residencies, 46 individual and group
exhibitions and a growing collection of young art which encompasses more than 50 works.
www.artystycznapodrozhestii.pl

LIGHTS
by Artistic
Journey

26

competition
finalists

379

young artists
entered
the competition

2,700

2

works entered in the LIGHTS
competition

exhibitions open
to the public

78

28

partner
universities

www.tinyurl.com/ycxg3bva

competition
finalists

10

exhibitions open
to the public

www.tinyurl.com/ydb4ejwm
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ERGO Hestia for Society
ERGO Hestia promotes humanistic values through active participation in intellectual life in Poland. Respect for
old masters is as important as education of the young. Along with support for the arts and promotion of equal
opportunities, ERGO Hestia’s social engagement traditionally focuses on sports, in particular the noble sport
of sailing.

Father Józef Tischner Znak and Hestia Award
Presented to leading intellectuals, essayists, and social activists since 2001, the award pays tribute to Father Professor Józef Tischner.
The winners of the award are recognised for work and actions in the spirit of Józef Tischner’s teachings, openness to dialogue and
sensitivity to others.
www.nagrodatischnera.pl

Young Insurance Academy
The key principles of structuring an insurance product offer, the key obligations and responsibilities of insurers, hands-on training in first aid for victims
of road accidents – all these are on the curriculum of the Young Insurance Academy, ERGO Hestia’s series of workshops for junior and senior high
school students. Organic work helps to raise the awareness of Poles about insurance, which still lags behind Western Europe.
www.media.ergohestia.pl/pr/313781/ruszyla-mala-akademia-ubezpieczen-ergo-hestii

3

17th

winners
in 3 categories
(3 in 2016)

edition
of the competition

2nd

edition of the programme

Nagroda Znaku i Hestii
im. ks. Józefa Tischnera

7

schools
participating
in the Young Insurance
Academy

230

workshop
participants

9

social partners
of the project
(9 in 2016)

9

25
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sessions/workshops

600

participants
of Tischner Days

80
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ERGO Hestia for Society

Sponsorship

Migam

Every client has the right to freely communicate with the insurer. ERGO Hestia in partnership with Migam provides a sign language service.
Deaf customers who need to buy a policy or report a claim are supported by a sign language interpreter throughout a video call. The service is available
on business days. The customer simply needs to go online and select the option on www.ergohestia.pl.
www.tinyurl.com/yapbnrkv

ERGO ARENA

ERGO Hestia Sopot Sailing Club in Sopot

Exciting sport, music and industry events bring
together thousands of participants. Opened
in 2010, the show and sport hall ERGO ARENA
is a landmark of the Tri-City. It contributes
to cultural and social life, promotes physical
activity and healthy lifestyles.

Since 2000, ERGO Hestia has been the titular sponsor
of the sailing club which has produced many winning
athletes including Olympians and champions of Poland,
Europe and the world. With ERGO Hestia’s support, the
ERGO Hestia Sopot Sailing Club in Sopot organises many
sport events and tournaments. Its modern location next
to the beach in Sopot features hangars for 400 sailing
boats, changing rooms, showers, a gym, a hotel, a
restaurant, conference rooms, offices and infrastructure,
serving the local community and visitors in Sopot.

www.ergoarena.pl

www.skz.sopot.pl

Movie “Signs”
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ERGO Hestia’s engagement as a patron of the arts has led it
to establish a partnership with the Museum of Modern Art in
Warsaw. The strategic partnership bolsters the promotion of
young Polish artists. ERGO Hestia supports the statutory activity
of the Museum and the two institutions jointly organise the
Hestia Artistic Journey competition. Final exhibitions of the
competition open every June at the Museum on the Vistula as
a landmark of cultural life in Warsaw.

Iwona Cichosz, Miss Deaf International 2016, an associate of Migam and the ambassador of the ERGO Hestia campaign We Understand Each Other
Without Words, features in the documentary “Migam”, Poland’s first movie about deaf culture produced to counter social exclusion. The movie opened
in November 2017 in Warsaw.

www.tinyurl.com/y9oolsx9

www.artmuseum.pl/pl

www.tinyurl.com/yatxzmme

www.tinyurl.com/ycg8enll
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Museum of Modern Art
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ERGO Hestia
for the
Environment

84
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ERGO Hestia for the Environment

Big projects start with simple ideas. Just swap your car for a bike or offer to carpool with colleagues who
also commute. ERGO Hestia supports ideas which grow into large-scale projects of sustainable transport.
They match individual behaviour with goals of the organisation.

Thousands of ERGO Hestia’s employees and partners consume huge amounts of energy, water and paper in their
day-to-day life and business. They travel from place to place. Smart is the way forward. The smallest gesture,
a thoughtful responsible decision makes the difference. Multiplied by the scale of the organisation, they help save
our environment.

7,745.14 MWh

19,515.69 GJ

122,832 MJ

17,023 m3

424.6 kg

120,088 tonnes

electricity
consumption*

heat
consumption*

natural gas
consumption*

water
consumption*

organic
waste*

paper
consumption**

810,487 km

811,276.74 km

10,828,017.32 km

1,007,858 litres

rail
travel**

air
travel**

company car
mileage**

company car
fuel consumption**

*All figures for the ERGO Hestia Group headquarters (Sopot and Gdańsk)
**All figures for the ERGO Hestia Group

340 tonnes of CO2

20,000 m2

34,000

Over 300,000

PLN 100 thousand

saved because
employees drive
hybrid cars instead of
traditional vehicles

total area
of the Hestia Park
in Sopot

bike
commutes

honeybees in the
ERGO Hestia apiary

award in the ECO HESTIA
SPA competition

Environmental projects
ERGO Hestia actively works for the benefit of the planet, human life, health and welfare. We support the Sustainable Development Goals and
consistently implement projects in several key areas.

ENVIRONMENTAL PROTECTION

SUSTAINABLE CITIES
AND COMMUNITIES

BIODIVERSITY
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Daily commutes, business travel by road, rail and air, day-to-day consumption of energy, water and paper, production of waste – business inextricably
causes environmental impact. ERGO Hestia has committed itself to reducing its footprint on the ecosystem.
Since early 2017, the company headquarters in Sopot and Gdańsk use only environment-friendly energy from renewable sources certified by the
vendor. ERGO Hestia’s annual consumption decreased year on year by 263.49 MWh of electricity, 134,038 MJ of gas, 497 litres of water and over
13 tonnes of paper. The findings of an energy audit completed by a third-party contractor inspire further changes reducing energy consumption.
Nearly 200 employees use company hybrid cars. Fuel consumption and business travel in 2017 increased in line with business expansion and new
responsibilities with regard to the ERGO Group companies in Belarus, Lithuania, Latvia and Estonia.
The Hestia Employee Green Pledge, endorsed by the Sustainable Development Ambassadors, servers as a reminder that environmental responsibility
is really simple. Every small gesture counts.

CYCLING
PROGRAMME

CARPOOLING

ECO FLEET

ECO HESTIA SPA

HESTIA PARK

HONEYBEES
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Environmental impact
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ERGO Hestia for the Environment

Sustainable transport
The ERGO Hestia headquarters offer more and more parking spots for bicycles and carpooling participants. Employees who decide to carpool
or go on a bike in the daily commute get more benefits: changing rooms with lockers, showers and hairdryers, as well as a free lunch from
ERGO Hestia. The benefits include CO2 emission reductions coupled with better fitness and satisfaction of employees, a successful mix of
logistics and environmental protection. The initiative provides charity benefits, as well: the Hestia Volunteer Centre offers cycling trips for
employees and affiliates. As a result, 1,031 cyclists took part in the rides in 2017 and ERGO Hestia donated PLN 1 per each kilometre cycled.

ECO HESTIA SPA
We respect our roots. ERGO Hestia is a citizen of Sopot, a spa community with a long tradition. We inspire others to protect the environment.
www.tinyurl.com/y9u24ke4

Employees commuting on a bike or carpooling
7000

social
partners
(15 in 2016)

2000
1000

5 596

2 968

contest beneficiaries: inhabitants,
tourists, spa guests
(100,000-150,000 in 2016)

3 607

spa communities
enrolled in the contest
(11 in 2016)

4 280

3000

4 479

16

3 917

ca. 150,000

2 509

award in the
competition

10

2 697

PLN 100
thousand

4 082

4000

5 747

5 522

5000

6 199

6000

0
• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • •
January February March
April
May
June
July
August September October November December

Hybrid cars
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190

340 tonnes of CO2

6,606,943 km

34,000

over 300

45

over 17,880

hybrid in the corporate
car fleet

saved in the
programme

mileage in the
programme

cycling commutes
of our employees

employees
participating in the
cycling programme

car park spots
available to carpool
participants

car commutes
saved thanks
to carpooling

www.tinyurl.com/y89elhxe
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ERGO Hestia operates Poland’s most advanced and environment-friendly fleet of cars used by claims handlers. All mobile claims handlers drive Toyota
Auris Hybrid cars, reducing air emissions by a third.
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ERGO Hestia for the Environment
Going back to nature is both a need and a must in today’s cities. Plant a tree, build a beehive, organise your
neighbourhood to serve people and nature. Inspired by its location on the sea coast, ERGO Hestia promotes
responsible environmental action in all parts of the country.

The Hestia Park and a rooftop apiary
Up to 300 thousand honeybees could live in the environment-friendly apiary on the rooftop of the ERGO Hestia Group office building located between
the cities of Sopot and Gdańsk. The neighbouring Hestia Park is a home to many melliferous plants. The expanse of former waste land has been
converted into an urban greenery open to everyone. More than two hectares of land accommodate close to 95 thousand bushes, perennials, grasses
and rose bushes and more than 150 deciduous and coniferous trees. The Hestia Park also houses works of art by artists affiliates with the Hestia
Artistic Journey competition: Matěj Frank’s sculpture “Spaces”, Jarosław Fliciński’s mural and Katarzyna Kimak’s light installation “Human Reborn”.

I switch off the
light when I leave
common space

I pour no more
water in the kettle
than I need

The Hestia
Employee Green
Pledge

www.media.ergohestia.pl/pr/327420/park-hestii-oficjalnie-otwarty

I save paper.
I use e-mail and
double-side printing

I switch off
computers and
other electronic
devices before
leaving the office
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20,000 m2

150

95,000

7,500 m2

7

300,000

area of the
Hestia Park

deciduous and
coniferous trees

bushes, perennials,
grasses, and flower
plants

of lawns

wooden
beehives

Carniolan
honeybees

I segregate waste and
put it in the designated
containers

I unplug any
chargers not
currently in use

I economise on
running water

I close the windows when I use
air-conditioning or heating

I make efforts to commute
in eco-friendly ways
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I never leave devices on
and in sleep mode
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About
the Care Report
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About the Care Report
Strategy and Analysis

How the Report was made
G4-1

Key aspects, business and CSR priorities identified
in dialogue sessions
•
•
•
•
•
•
•
•
•
•
•

Efficient communication of service standards and intermediary relations
Organisational culture: overcoming barriers at the workplace resulting from the split between the headquarters and the branches
Definition of responsible selling, misselling and the ethics of agents
Call Centre: query and request waiting time
Addition of socially responsible products and services to the offer
Diversity in the ERGO Hestia Group
CSR Report: scope, quality, relevance
Improved, extended communication of CSR activities within the organisation and beyond
Quality of customer service and business partnerships
Innovation and new activities
Impact of social and environmental projects

These aspects were identified as relevant with respect to impact of the ERGO Hestia Group from among all issues raised by stakeholders. We did not
identify material changes of the scope and aspect boundaries compared to previous periods covered by the Report. There were no material changes
compared to the previous Report published in December 2017.
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Report profile
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The ERGO Hestia Group publishes reports on an annual basis. This is the third ERGO Hestia Group Corporate Social Responsibility and Sustainable
Development Report and the second report based on GRI-G4 indicators. All data presented in the Report cover the period from 1 January to 31
December 2017 as defined according to GRI-G4 indicators and internal indicators. The Report has not been subject to external assurance.
The Report includes data of companies and foundations of the ERGO Hestia Group: Sopockie Towarzystwo Ubezpieczeń ERGO Hestia SA, Sopockie
Towarzystwo Ubezpieczeń na Życie ERGO Hestia SA, Centrum Pomocy Osobom Poszkodowanym Sp. z o.o., Hestia Loss Control Sp. z o.o., Sopockie
Towarzystwo Doradcze Sp. z o.o., Fundacja Grupy Ergo Hestia na rzecz integracji zawodowej osób niepełnosprawnych Integralia, and Fundacja
Artystyczna Podróż Hestii.
In 2017, ProContact Sp. z o.o. was acquired by Sopockie Towarzystwo Ubezpieczeń ERGO Hestia SA. The composition of the Supervisory Boards of the
insurers changed in the period covered by the report. The Supervisory Board was comprised of three members from 1 January to 6 October 2017 and
five members from 7 October to 31 December 2017.

Provide a statement from the most senior decision-maker of the
organisation about the relevance of sustainability to the organisation and
the organisation’s strategy for addressing sustainability

page 7

Organisational Profile

G4-3

Report the name of the organisation

page 12

G4-4

Report the primary brands, products, and services

page 12

G4-5

Report the location of the organisation’s headquarters

page 12

G4-6

Report the names of countries where the organisation operates

page 12

G4-7

Report the nature of ownership and legal form

page 12

G4-8

Report the markets served
(including geographic breakdown, sectors served,
and types of customers and beneficiaries)

page 12

G4-9

Report the scale of the organisation

page 12, 13, 16, 17

G4-10

Report the total number of employees by employment contract
and gender

page 63

G4-11

Report the percentage of total employees covered
by collective bargaining agreements

page 63

G4-12

Describe the organisation’s supply chain

page 30

G4-13

Report any significant changes during the reporting period regarding
the organisation’s size, structure, ownership

page 92

G4-14

Report the precautionary approach

page 27

G4-15

List externally developed economic, environmental and social charters,
principles, or other initiatives to which the organisation subscribes or
which it endorses

page 30

G4-16

List memberships of associations (such as industry associations)
and national or international advocacy organisations

page 12, 30
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The ERGO Hestia Group 2017 Care Report has been developed in dialogue with selected key groups of stakeholders with the biggest mutual impact.
The Report was drafted taking into account the findings of the online survey on last year’s edition of the Report; conclusions from dialogue sessions
held with the key stakeholders: clients, employees, insurance agents and brokers, and journalists; as well as consultations with managers of the
foundations, social and environmental projects and initiatives implemented by the ERGO Hestia Group.
The Report relies on the concepts and directions defined in the business strategy The Highest Standard of Protection.
The development process produced a list of key topics i.e. significant reporting aspects which impact the operations of ERGO Hestia and its
environment. Specific issues relevant to stakeholder groups are presented in dedicated sections of the Report.
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Identified Material Aspects and Boundaries

G4-17

Ethics and Integrity

List all entities included in the organisation’s consolidated
financial statements

page 12

G4-18

Explain the process for defining the report content and
the Aspect Boundaries

page 92

G4-19

List all the material Aspects identified in the process for defining
report content

page 92

G4-20

For each material Aspect, report the Aspect Boundary within
the organisation

page 92

G4-21

For each material Aspect, report the Aspect Boundary outside
the organisation

page 92

G4-22

Report the effect of any restatements of information provided in
previous reports, and the reasons for such restatements (e.g., mergers
or acquisitions, change of base years or periods, nature of business,
measurement methods)

page 12

G4-23

Report significant changes from previous reporting periods in the Scope
and Aspect Boundaries

page 92

G4-56

Describe the organisation’s values, principles, standards and norms of
behaviour such as codes of conduct and codes of ethics

page 28-29

Economic indicators: Economic performance

G4-EC1

Report the direct economic value generated and distributed including
revenues, operating costs, employee wages and benefits, community
investments, economic value retained, payments to providers of capital
and payments to government

page 17, 36, 54

Stakeholder Engagement

G4-24

Provide a list of stakeholder groups engaged by the organisation

page 40-42

G4-25

Report the basis for identification and selection of stakeholders with whom to engage

page 92

G4-26

Report the organisation’s approach to stakeholder engagement, including frequency
of engagement by type and by stakeholder group, and an indication of whether any of
the engagement was undertaken specifically as part of the report preparation process

page 92

Report key topics and concerns that have been raised through stakeholder
engagement, and how the organisation has responded to those key topics and
concerns, including through its reporting

page 40-42, 92

G4-EN3

Direct and indirect energy consumption within the organisation

page 84

Own
indicator

Number of employee bike commutes

page 84 and 87
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Social indicators: Employment

G4-28

Reporting period

page 92

G4-29

Date of most recent previous report

page 92

G4-30

Reporting cycle

page 92

G4-31

Provide the contact point

page 97

G4-32

Report the GRI Content Index

page 93-96

G4-33

Report the organisation’s policy and current practice with regard to seeking external
assurance for the report

page 92

G4-34

Report the governance structure of the organisation, including committees of the highest
governance body. Identify any committees responsible for decision-making on economic,
environmental and social impacts

page 14

G4-LA1

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

page 63-64

G4-LA2

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

page 66-67
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G4-27

Environmental indicators: Energy
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Social indicators: Diversity and Equal Opportunity

DMA

Management approach

page 5-7

G4-LA12

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

page 14, 63-64
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Social indicators: Human Rights. Non-discrimination

G4-HR2

Total hours of employee training on human rights policies or procedures
concerning aspects of human rights that are relevant to people with disabilities

Contact person for questions regarding the Report:
Mario Everardo Zamarripa González
Director responsible for sustainable development in ERGO Hestia Group
Email: mario.zamarripa@ergohestia.pl
ERGO Hestia, ul. Hestii 1, 81-731 Sopot, Poland

page 64, 74

Survey
We want to improve our reports year after year in order to best address the
expectations of our stakeholders. Please take a moment to complete a survey on our
2017 Care Report. To access the survey, scan the QR code or visit:
www.ergohestia.pl/zrownowazony-rozwoj/ankieta/

Social indicators: Product Responsibility.
Product and Service Labelling

G4-PR5

Results of surveys measuring customer satisfaction

page 48-49

Indicators dedicated to the financial services sector
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Published by ERGO Hestia Group in 2018.
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FS-13

Access points in low-populated or economically disadvantaged
areas by type

page 13

FS-14

Initiatives to improve access to financial services for
disadvantaged people

page 23, 74, 75
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