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Interview with the Chief Executive Officer

Miguel Angel Merino, CEO of Linea Directa Aseguradora, gives an
overview of the main milestones reached by the company in 2021, a
year marked by the company’s IPO. He also addresses such important
topics as the business goals for 2022, sustainability, transparency and
corporate governance.

Miguel Angel Merino
CEO of Linea Directa Aseguradora.

another step forward in the company’s

‘ ‘ Linea Directa Aseguradora’s IPO is
development and growth”.

The year 2021 is one of the most important
milestones in the history of Linea Directa
Aseguradora, as it was the year it became
a listed company. How do you assess the
company’s IPO and what are the prospects
for the future of the group?

Linea Directa’s IPO is undoubtedly one of
the biggest milestones in the company’s
history since it was founded in 1995. Since
we entered the Spanish market, we have
made a different, technological, exible
and high-quality offer that has dramatically
changed the insurance sector. We were the

rst to operate without a branch network
or agents; the rst to democratise car and
home insurance through very competitive
prices and the rst to reward health
insurance customers for a healthy lifestyle. All
this has made Linea Directa a different and
innovative company, one that has revitalised
the market, which has managed to transform
outmoded services and products on the
insurance market, the role technology plays
in insurance or the customer experience, to
name just a few areas.

Our IPO is another step in the Group’s
development and growth, as it gives

it more autonomy and exibility and
highlights our true potential in the market.
The transformation of Linea Directa into a
listed company has been a real success,
especially in the rst months of our activity,
as we have been very well received

by investors, which has allowed us to
significantly increase our capitalisation and
the value of our shares. But we still have a
long way to go. We are not satis ed with
just being an attractive value, but aspire to

become a benchmark for pro tability and
versatility in the Spanish economy - so we
cannot set ourselves any limits.

RESULTS AND OUTLOOK

On the business front, Linea Directa posted
very positive results in 2021. How do you
rate them?

Overall, the results were excellent: the best
ever in terms of revenue and portfolio and

the second best in terms of pro tability, which
is very commendable given the complex
environment in which we live. There is no
doubt that the Spanish economy is still suffering
the consequences of the pandemic, which was
not only a great tragedy for many Spanish
families, but also almost completely brought the
Spanish economy, which is essentially based
on services, to a standstill.

The decline in consumption has particularly
affected the automotive industry, which
continues to record very negative sales

gures. In fact, new car sales data
increased by only 0.9% compared to
2020, a clearly insuf cient gure given
the huge slump in the previous year, which
reached -32.2%. This circumstance has
weighed heavily on the motor line, as new
vehicles are the main revenue drivers in the
insurance sector, as they tend to have the
most comprehensive products.

Despite this, Linea Directa achieved a revenue
of over €907 million in 2021, with a growth
rate of 1%, a pro t before tax (PBT) of €145.2
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Linea Directa has a Harassment Prevention
Protocol, publicly available to all employees,
which sets out the principles of action in this
area to prevent any type of harassment, as
well as the procedure for reporting, handling
and resolving these situations. This Protocol
goes beyond the legal requirements and
accelerates the established deadlines in the
event that a case arises in the company.

The company, which is a member of the UN-
ESPA insurance sector association, follows the
Good Practise Guide on Gender Equality pub-
lished by this body and is committed to promot-
ing the measures that are less implemented in
the sector in order to achieve a high level of
compliance with them.

These are some of the main measures taken
to promote equality:

= Mandatory chapters on equality, diversity
and inclusion in training and leadership
programmes.

= Speci ¢ and con dential whistleblowing
channel to which any employee can turn in
the event of a breach of the principles that
distinguish the company as a family-con-
scious company. The company has a con-
fidential whistleblowing channel in case of
violations of our Code of Ethics.

= Package of particular actions and time off
to adapt and reconcile family situations
with work commitments.

In 2021, several key groups at Linea Directa
received speci c training on equality, diversi-
ty and inclusion.

In 2021, Linea Directa has
signed up to the United
Nations Global Compact
and the Women'’s
Empowerment Principles
(WEPs) initiatives.

Gender violence

The company’s chain of command receives
annual training in the detection and preven-
tion of gender-based violence, in collabo-
ration with a specialised foundation. In this
context, Linea Directa has a specialised per-
son for the initial and early support of peo-
ple who suffer from it and need help within
the company. There are also two annual
awareness-raising campaigns with various
activities for the entire workforce, coinciding
with 25 November (International Day for
the Elimination of Violence against Women)
and 8 March, International Women’s Day. In
addition, senior management participates in
a mentoring programme for women victims
of gender-based violence called “Leadership
for a job”, which promotes integration for
women victims of gender-based violence or
exclusion, to help create new professional
opportunities. For years, Linea Directa has
been involved in a “Empowerment School”
through the company’s volunteer group,
where women who have been victims of
gender-based violence are trained in how to
prepare and conduct job interviews to help
them nd a foothold in the job market and
better prepare for a job interview.

As part of its commitment to equality,
non-discrimination and inclusion, the compa-
ny is a signatory to the following codes of
conduct, networks of companies, sectors and
foundations that promote all the principles set
out herein:

= United Nations Global Compact, an initi-
ative of the United Nations Organisation
that encourages companies to align their
strategies and operations with 10 universal
principles, including on human rights and
labour standards.

= Women's Empowerment Principles (WEPs),
an initiative launched by UN Women and
the Global Compact to promote gender
equality in companies, the workplace and
the communities in which they operate,
following seven principles: Building high-level
corporate leadership for gender equality;
treating men and women fairly; ensuring
the health, safety and welfare of all female
and male workers; promoting women’s
education, training and career development;
implementing business development practises
that empower women; promoting gender
equality through community and advocacy
initiatives; measuring and publishing reports
on progress towards gender equality.

= Top Employers, an international seal that
recognises the company as one of the
best employers in the country. The cer-
ti er analyses human resource manage-
ment practises, including those related to
equality and diversity.

= European Diversity Charter, an award giv-
en by the European Commission by which
the company subscribes to the promotion
of 10 principles for diversity in companies
and organisations. These principles include
raising awareness of equal opportunities,

building a diverse workforce and promot-
ing work-life balance.

Award given to companies for a “Society
free from gender-based violence” (“Socie-
dad Libre de Violencia de Género”), pro-

moted by the Ministry of Gender Equality.

The UNESPA Good Practise Guide on
Gender Equality and Non-Discrimination,
which provides a catalogue of actions and
measures that are considered good prac-
tises in the eld of gender equality in the
sector and serves as a guide for the imple-
mentation of new measures and actions.

Fundacion Mas Familia (Efr): Linea Direc-
ta is audited annually by the Foundation
through Lloyd’s Register, which analyses
equality plans and policies, related meas-
ures, actions and speci ¢ protocols, with
particular attention to the Harassment
Prevention Protocol and the indicators and
reports of the Technical Equality Team.

EWI Sector Network: The company has
been a member of this network of compa-
nies in the insurance sector since its incep-
tion. Its aim is to promote the presence

of women in the management bodies of
companies in the sector.

Eje&Con Code of good practise on female
talent in organisations.

MasHumano, a network of companies com-
mitted to implementing exible working mod-
els based on co-responsibility, productivity
and humanity as principles of sustainability.
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Social and personnel issues

Diversity management policies

Linea Directa Group has a Diversity and
Inclusion Policy, approved by the Board

of Directors, which sets out the principles
through which the company contributes to
the achievement of its diversity and inclusion
objectives. The following principles are out-
lined in the Diversity and Inclusion Policy:

= Ensure a culture of respect for people and
diversity-friendly behaviour among em-
ployees or anyone providing services to
the company.

= Ensure fair selection, recruitment, fraining,
promotion, remuneration and severance pro-
cesses for employees. In short, these process-
es should be based exclusively on merit, skill,
performance or professional experience,
without any kind of discrimination.

= Promoting the inclusion of the most vulner-
able groups, facilitating their proper inte-
gration into the Company and ensuring a
respectful working environment.

Linea Directa is a member
of the European Diversity
Charter promoted by the
European Commission.

= Promote a culture of diversity and inclusion,
supported by programmes, actions and
action protocols that facilitate the integration
of all employees, with a focus on the inte-
gration of people with different abilities or
victims of gender-based violence.

These principles guide the company in man-
aging diversity and serve to promote the
achievement of the objectives set. In parallel,
the Diversity Policy also establishes the compa-
ny’s main commitments in terms of generational
diversity, functional diversity, cultural diversity
and gender and sexual orientation diversity.

The Diversity Policy sets out the company’s main
commitments around generational diversity, functional
diversity, cultural diversity and gender and sexual
orientation diversity.

The company takes action with-
in its selection, promotion and
remuneration processes based
solely on merit and profession-
al experience.
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Linea Directa is a member of the European
Diversity Charter promoted by the European
Commission, through which private institu-
tions and organisations contribute to creat-
ing a more diverse and respectful environ-
ment and society, in line with the European
anti-discrimination directives. Accession

to this Charter implies acceptance of the
following principles:

= To respect the fundamental principles
of equality.

= To promote behaviour that respects the
right to inclusion of all people, regardless
of their different pro les in the work envi-
ronment and in society.

= To recognise the bene ts of including cul-
tural, demographic and social diversity in
the organisation and implement concrete
measures to promote a working environ-
ment free from prejudice in employment,
training and promotion.

= To promote anti-discrimination programmes
for disadvantaged groups.

In order to comply with the provisions of the
Diversity Policy approved by the Board of Di-
rectors and the principles set out in the Europe-
an Diversity Charter, in particular with regard
to talent attraction and recruitment procedures,
the company has a recruitment policy and
procedure to ensure that all processes:

= Respect equal opportunities and promote
non-discrimination on the basis of race,
colour, gender, marital status, world view,
political opinion, nationality, religion or
any other personal, physical or social
condition.

The Linea Directa Group
is a heterogeneous
organisation where the
different generations
find opportunities for
development, spaces
for joint work and
transversal projects.

= Include all professionals who match the
required pro le and ensure that selection
is based on objective criteria in terms of
knowledge, skills, attitudes and values
and that all applicants are treated equally
throughout the process.

= Help young people to get their rst job
through grant schemes and other arrange-
ments.

= Promote the recruitment of people with
disabilities who are affected by or at risk
of social exclusion, thus favouring socially
acceptable employment.

= To provide candidates with a competitive
job offer based on a remuneration pro-
posal commensurate with their experience,
a challenging environment that respects
equal opportunities and an appropriate
work-life balance.

During 2021, the company has trained key
groups in HR management as well as techni-
cal experts from the back of ce on diversity
and non-discrimination through various train-
ing programmes. This training is primarily
aimed at professionals responsible for teams.
As we are aware of the importance of cul-
tural diversity (nationalities, cultures, beliefs,
etc.) among staff, on certain days (Saturdays)
we have made an adjustment to the schedule
or created the possibility of choosing a differ-
ent Christmas basket with products that take
into account all religious beliefs.

Diversity of generations

The Linea Directa Group is a heterogeneous

entity where the different generations nd op-

portunities for development, spaces for joint
work and cross-cutting projects where the
knowledge and expertise of some, together
with the drive of others, lead to great ideas
emerging from diversity.

The average age in the Company is 40, and
it has employees in all age groups.

Aware of the challenges facing European
society in terms of the population pyramid,
which also have an impact on the business
world, the company, together with the Mas
Familia Foundation, is leading a teamwork of
companies in which it is evaluating its own
actions and measures to create the ideal
spaces in which older talents can develop
and do their level best. The now consoli-
dated group represents more than 70,000
workers from all over Spain and from com-
panies in different sectors. Currently, after
the evaluation phase and the current state of
affairs, the working group is in a position to
enter the phase of proposing and addressing

measures that can be implemented in the com-
panies and fundamentally serve to promote
older talent in the company and in society.

Similarly, the company is committed to young
talent through a programme of scholarships
and internships in coordination with the main
public and private educational institutions

in the country. This programme is not only

a rst work experience for young people,
but also an important training experience
that allows them to interact with and learn
from different talents and generations. The
programme also enriches the older talent of
the company, as the work that comes out of
heterogeneous age groups is much richer
and more complete.

All provisions of this chapter should be
understood in the context of their referenc-
es in the various policies approved by the
company’s Board of Directors, such as the
policies on equality, diversity and inclusion,
sustainability, social contribution and human
rights, all of which are publicly available on
the company’s website.
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Social and personnel issues

Disability

As part of the commitment to diversity and
inclusion promoted as part of the corporate
culture, one of the main pillars is the inclusion
of employees with a disability card and the
promotion of their recruitment and socially
acceptable employment.

With this goal in mind, Linea Directa Aseguradora’s
Sin Limites programme was launched in 2009
to promote diversity inclusion in the workplace
in four areas: atiracting talent with different
skills through selection processes, internal
diversity, , development and/or participation in
social inclusion and projects and contributing to
employability through specialised employment
centres (CEE). The programme has a special-
ised person from the company - the guide

or tutor- who ensures the standardisation of
processes and that the employee has a suitable
working environment from the moment they
join the company, with a personalised on-
boarding process tailored to their needs. The
guide approaches the employee who is to
receive the disability card, advises him or her
and offers assistance with the procedures,
guaranteeing con dentiality.

Internally, people with disabilities receive
nancial support of 1,500 euros. The pro-
gramme also includes the T Sumas Plan,
which, through a specialised foundation,
offers advice and support to all employees
who have a family member with a disability.

The Linea Directa Group
has been making it
easier fo recruit people
with disabilities E)r more
than 10 years.

The company collaborates with other founda-
tions and associations in social and profes-
sional inclusion projects, involving a whole
network of volunteers who contribute their
knowledge, experience and time by design-
ing and/or leading employment workshops.
For example, the company helps young
people with disabilities at the Aprocor Foun-
dation to carry out work placements related
to the training they receive at the foundation.
Linea Directa also works with foundations

or associations whose users are people with
functional diversity or intellectual disabili-
ties. They carry out various inclusive leisure
activities or participate in activities included
in their learning and training programmes,
such as charity markets where the products
offered for sale are made by users of the

af liated specialised centres.

The Linea Directa Group has been contributing
to the employment of people with disabilities
for more than 10 years, through the recruitment
of specialised employment centres.

Linea Directa has joined the Randstad Foun-
dation’s “Companies for Equality, Diversity
and Inclusion” initiative as a sponsoring
company, seeking to promote the principles
of this group of companies in society and
spread good practises in this area.

Disabled employees

Average for year

During 2021, the Direct Line Group has
had an average of 40 employees with
some kind of disability, representing 1.55%
of the workforce.

Average Group employees

Average disabled employees

2020 2021
39.5 40.0
2,508.08 2,579.33
1.57% 1.55%

Men Women Total
Average disabled employees 18.2 217 40.0
Average headcount 1,098.0 1,481.3 2,579.3
Percentage employees 1.66% 1.47% 1.55%

The figure reported is the annual average rather than the number of people at year-end as it is more representative. The average is calculated weighting

by the number.

Accessibility

All Linea Directa Group work centres are accessible.
In addition, the company is working on internal and

external communications campaigns and aware-

ness-raising around disability and has improved the

digital accessibility of its corporate websites.
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Respect for
Human Rights

HUMAN RIGHTS POLICY
OTHER POLICIES AND PROCEDURES

REPORTS OF BREACHES OF HUMAN RIGHTS
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Principle 2: Businesses should ensure that they
are not complicit in human rights abuses.

Work

Principle 3: Businesses should uphold the free-
dom of association and the effective recogni-
tion of the right to collective bargaining.

Principle 4: Businesses should uphold the
elimination of all forms of forced and compul-
sory labour.

Principle 5: Businesses should uphold the effec-
tive abolition of child labour.

Principle 6: Businesses should uphold the elim-
ination of discrimination in respect of employ-
ment and occupation.

Environment

Principle 7: businesses should support a
precautionary approach to environmental
challenges.

Principle 8: Businesses should undertake
initiatives to promote greater environmental
responsibility.

Principle 9: Businesses should encourage the
development and diffusion of environmentally
friendly technologies.

= Fight against corruption and briberyPrin-
cipio 10: Las empresas deberian trabajar
contra la corrupcién en todas sus formas,
como la extorsiéon y el soborno.

Diversity Charter

The Linea Directa Group is a member of the
Diversity Charter, a project funded by the
European Commission through the Diversity
Foundation under the European Union’s an-
ti-discrimination directives.

The personnel of the security companies
working in Linea Directa establishments must
be accredited to practise this profession,
which guarantees the training, requirements,
quality and formulas for contracting this type
of professional and service. Required courses
include deontology and fundamental rights.

72T W W LD /S o S [T Te T ——

Reports of breaches of Human Rights

Linea Directa Group has a whistleblowing
channel for reporting violations of the Code
of Ethics. It is freely accessible to all em-
ployees and is treated con dentially. No
complaints of human rights violations were
received in 2021.

No complaints of human
rights violations were re-

ceived in 2021.
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Society

INTRODUCTION

COMMITMENT TO THE SDGS
SUSTAINABLE INVESTMENT PRACTISES
SUSTAINABLE PRODUCTS

SOCIAL ENGAGEMENT: LINEA DIRECTA
FOUNDATION

SUBCONTRACTING AND SUPPLIERS
SERVICE QUALITY

CUSTOMER SERVICE DEPARTMENT
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Society

Introduction

Linea Directa Aseguradora is a responsible company that is
involved in the communities in which it operates and is committed

to the progress of society.

Primarily through the Linea Directa Foundation,
the company provides protection, awareness
and its contribution to society in relation to
road safety, a key activity in its social sustaina-
bility strategy. Linea Directa is also keen to look
after the well-being and health (physical, emo-
tional and nancial) of its employees, knowing
that this leads to a good working relationship.
It promotes its social commitment by supporting
activities carried out through corporate volun-
teering in collaboration with various founda-
tions, associations and NGOs.

In 2021, the Linea Directa Group has contrib-
uted 849942.46 euros to foundations and
non-pro t entities mainly destined to the Linea
Directa Foundation and volunteering.

The Linea Directa Group is part of ICEA and
UNESPA, insurance sector entities. The total
amount of contributions from these organisa-
tions was 114,712.11 euros in 2021.

The Linea Directa Group has
contributed 849,942.46 euros to
foundations and non-profit enti-
ties. This money has mainly been
earmarked to the Linea Directa
Foundation and volunteering

Commitment to the SDGs

The company pays special attention to the
SDGs because of its direct impact as an in-
surer, as a company that creates jobs and as
a social actor, as well as through its own ini-
tiatives, especially in the social eld, through
the work of the Linea Directa Foundation, a
proactive contribution. In this way, the Linea
Directa Aseguradora Group has identi ed
the Sustainable Development Goals to which
it can make a greater contribution and has
included in its strategy targets that contrib-
ute mainly to eight of the 17 SDGs: SDG

3, Health and well-being; SDG 5, Gender
equality; SDG 8, Decent work and econom-

ic growth; SDG 9, Industry, innovation and
infrastructure; SDG 10, Reducing inequali-
ties; SDG 13, Climate action; SDG 16, Peace,
justice and strong institutions; and SDG 17,
Partnerships for the goals.
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HEALTH AND PREVENTION

Linea Directa is actively committed
to the health and well-being of its
employees, clients and society in
general. Of particular note is the
work to reduce deaths and injuries from road
accidents carried out by the Linea Directa

Foundation. In addition, Linea Directa Asegura-

dora disseminates information to make people
aware of possible risks in the home in order to
protect them. Internally, the company promotes
healthy habits among its employees, and on

the other hand, it works to prevent health risks

through its health department, Vivaz and volun-

tary actions.

GROWTH AND DEVELOPMENT

The company is rmly
committed to creating
quality jobs and devel-
oping internal talent. It
also carries out various actions in support of
entrepreneurship to help communities to thrive
through the Linea Directa Foundation.

Linea Directa is also a leader in the digital-
isation of the insurance sector, facilitating
society’s transition to digital transformation,
offering channels and products to promote
digitalisation and participating in technologi-
cal innovation clusters.

Linea Directa believes
that partnerships and
collanration with other
bodies are key to the
company'’s development
and success.

SOCIAL INEQUALITIES

Linea Directa Asegura-
dora has had a proac-
tive diversity and inclu-
sion policy for many
years, ensuring non-discrimination against
women and their equal participation. The com-
pany has a human rights policy and a diversity
and equality policy and regularly updates its
equality plan. It also carries out various social
actions on International Women’s Day and
Day Against Gender-Based Violence.

In relation to SDG 10, the company is also
strongly committed to the social and economic
inclusion of all people, especially people with
disabilities, mainly through corporate volunteer-
ing in cooperation with various NGOs. Finally,
the company pays special attention to the
promotion of talent.

SOCIAL CONSCIENCE

The Linea Directa Group contrib-
utes to this goal by striving for
integrity and the application of

compliance throughout the compa-

ny, both internally and externally.
Thus, it is committed to implementing all rele-
vant regulations and disseminating them in its
collaboration with external organisations and
institutions.

On the other hand, through the Linea Directa
Foundation, it regularly studies and analyses
aspects of driving behaviour, contributing to
the dissemination and awareness of the im-
portance of safe driving. The Foundation also
has an active platform for reporting the most
dangerous points on Spanish roads.

Every two years, Linea Directa Aseguradora
produces the Fraud Barometer to prevent,
detect and prosecute these bad practises with
signi cant consequences for customers and
society in general.

PARTNERSHIPS

Linea Directa believes that partner-
ships and collaboration with other
companies are key to the develop-
ment and success of the company.
That is why many of the actions we carry out
are carried out hand in hand with solid part-
ners, both from the Foundation and from its
subsidiaries, including voluntary activities. In

this context, the company presents the Collabo-

rators Award every year to recognise the best
suppliers for their work for the company.

CLIMATE

The Environment section describes

the measures Linea Directa is

taking to combat climate change

and promote renewable energy.
The company is implementing various meas-
ures in this area, such as calculating its carbon
footprint, voluntary environmental actions and
reducing emissions, and plans to offset them
from 2021 onwards. The company has an ISO
14001 certi ed environmental management
system and the 50001 certi cate for energy
ef ciency.
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Society

Sustainable investment

practises

Sustainable financing, i.e. those that take into account environmental, so-
cial and good governance (ESG) criteriq, is a key element in promoting an
economy that is committed to the climate and sustainable development.

Sustainable nancing, i.e. those that take into
account environmental, social and good gov-
ernance (ESG) criteria, is a key element in
promoting an economy that is committed to
the climate and sustainable development. The
Linea Directa Group, mainly as an insurance
group but also as an investment manager,
works not only to offer products and services
that promote sustainable development, but
also to participate in a responsible nancial
system. In this context, investors, analysts and
rating agencies increasingly include environ-
mental, social and good governance aspects
in their assessments.

In this context, the Investment Department

of the Finance Division has been working

in 2021 on the search for and analysis of
various portfolio tools that will enable it, from
next year, to carry out comprehensive mon-

itoring of the environmental, social and cor-
porate governance dimensions of the Group’s
investments. By assessing these points, it is
possible to identify the general exposure to
ESG risks, both in operations and in products
and services, and to take speci c actions to
mitigate these risks.

Furthermore, the company has an investment
policy with ESG criteria in which it actively
promotes the integration of these criteria in
investment decisions and avoids participating
as an investor in organisations, projects or
products that promote or could cause serious
violations in these areas.

The Linea Directa Group cares about offering products
and services which promote sustainable development.

The company has an investment

policy with ESG criteria.
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Society

Sustainable products

Sustainable growth allows us to address cur-
rent needs without compromising the ability
of future generations to meet their needs, en-
suring a balance between economic growth,
social welfare and the environment.

For years, the Linea Directa Group has been
committed to sustainability, which is re ect-
ed in its three-year sustainability plan. The
current plan, now in its fourth year, includes
71 speci c actions in 15 action areas for
the period 2020-2022, is integrated into
the corporate strategy and incorporates the
Sustainable Development Goals (SDGS).

The Group’s sustainability policy is based on
concern for the business, the organisation
and society. From a business perspective, the
Group has developed and launched various
products and services in line with the objec-
tive of making its operations and products
responsible towards society and the environ-
ment, for which it regularly conducts eco-
nomic analyses, especially in its three basic
business areas: motor, home and health.

The current Sustainability Plan
includes 71 specific actions in
15 action areas for the 2020-
2022 period.

Péliza Respira (Breathe Policy)

Five years ago, as part of its commitment to
a new model of urban mobility that is more
environmentally friendly and helps reduce
CO2 emissions, the company developed

a special insurance policy for electric cars
called Poliza Respira. It is a product de-
signed to encourage motorists to buy these
vehicles, which do not produce direct emis-
sions. It is an all-risks policy at a reduced
price, as a lump sum for the rst year (200
euros), with an excess of 300 euros, which
adapts to the needs of these vehicles by
including coverage for the theft of the charg-
ing cable. The company’s goal is to become
the leader in this segment of the Spanish
insurance market. At the end of 2021, Linea
Directa Aseguradora had 2,142 Respira
policy customers.



264

JANUARY - DECEMBER 2021
LINEA DIRECTA ASEGURADORA AND SUBSIDIARIES

The company has revolutionary
products and services, such as its
Conduc-Top app, based on the
concept of UBI, or Vivaz Safe&-
Go, which is its insurance policy
for personal mobility vehicles.

“Lldmalo X”

During the year, the company continued

to offer its innovative “Lldmalo X” product,
the rst fully comprehensive insurance with
excess that includes a vehicle and the cost of
maintenance and taxes for a xed monthly
price, turning the traditional model of linking
insurance and car nancing upside down.
On this occasion, in a clear commitment to
sustainability, it has included the Toyota C-
HR Advance, a hybrid vehicle that is in great
demand in the market for its design, ef cien-
cy and equipment. In the two editions of the
Llamalo X policy, more than 400 insurance
policies were offered with a hybrid vehicle.

safe
go

Vivaz
S

Vivaz Safe&Go

In recent years, new forms of mobility have
emerged that have changed the way people
get around the city and paved the way for
Personal Mobility Vehicles (PMVs). Electric
scooters, electric bikes or Segways allow for
more agility and economy as well as more
respect for the environment. Vivaz, the health
insurance brand of Linea Directa Asegura-
dora, launched “Safe&Go”, in September, a
new product that covers the person and their
mobility and can be taken out according to
the revolutionary concept of “on/off insur-

ance” or pay-as-you-go: By seconds or trips
or for a whole year. Vivaz Safe & Go offers
insurance cover that is unique in its category,
as it not only covers damage caused to third
parties, but also physical damage suffered
by the user himself, and even legal defence.
In addition, in the event of an accident, the
insurance app pinpoints the location, which
can shorten the response times of the emer-
gency services and get you help quickly.

ConducTOP

Out of concern for road safety and to pro-
mote safe driving, the company this year
launched ConducTOP, an app that rewards
the most responsible customers behind

the wheel. The app takes into account the
smoothness of cornering and braking as well
as acceleration, appropriate speed on any
road and concentration. Depending on how
they drive, customers accumulate rebates that
can be exchanged for ve-euro or car wash
vouchers at Cepsa petrol stations and stores,
Cepsa being one of the company’s partners.

Alliance with Naturgy

The commercial alliance sealed in 2021
between Linea Directa Aseguradora and
Naturgy includes sustainable proposals. In
fact, Linea Directa Aseguradora customers
who sign this agreement will receive a xed
discount of 300 euros if they choose a photo-
voltaic system from Naturgy.

Cooperation with Special Employment
Centres

In 2021, Linea Directa Asistencia’s profession-
al drivers were available to the company’s
customers to pick up their vehicles or transfer
them to where they were indicated, with the
aim of providing a safe, fast and reliable ser-
vice that includes the transfer of cars to MOT
centres and the personalised delivery of new
or used cars, among many other options.

In order to offer this service through Linea
Directa Asistencia, the company has entered
into an agreement with Special Employment
Centres (CEE), which enables it to employ
disabled workers and thus help them to get a
foothold in the job market.

ECO-labelled replacement vehicles The
Advanced Repair Centres

(CAR), Linea Directa Aseguradora’s own
state-of-the-art workshops with compre-
hensive customer service, offer a range of
Eco-labelled replacement vehicles, among
other services. Speci cally, the CAR Barcelo-
na repair shop has 60 Renault Capturs and
CAR Madrid has 80. All are LPG (Lique ed
Petroleum Gas) vehicles, a propulsion system
with almost zero CO2 emissions.
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Research aimed towards increasing
prevention and awareness

Whether through Linea Directa Aseguradora or
the Linea Directa Foundation, the company puts
its knowledge and experience at the service

of society by carrying out studies and research,
seeking to raise awareness and prevention in spe-
Ci c areas, especially health and road safety.

In January, Linea Directa presented the study
“Zombie vehicles”: Uninsured cars in Spain.
Problem and accident rate (2010-2019)’,
which analyses the phenomenon of unin-
sured vehicles in the last decade. The report
points out that 7.7% of the Spanish vehicle

eet is uninsured, a percentage that has
increased by 16% in the last year and can
have serious consequences.

The Linea Directa Foundation has published
three relevant studies on road safety during
2021. The rst, “COVID and Road Sofety.
Influence of the pandemic on future mobility
and accidents”, focused on very worrying
aspects of road behaviour during the pan-
demic, such as 39% more speeding than
before Covid-19, or the fact that 36% of road
fatalities in those months were not wearing
seat belts.

The second, “Drugs and driving: a deadly
cocktail. Consumption of drugs by Spanish
drivers (2010-2019)”, which found that 11%
of drivers admit to using more dangerous
drugs to drive than before and that in the last
three years, the number of drivers who died
and who were positive for these substances
increased by 40%, as well as other data.

Linea Directa puts

its knowledge and
experience to use in
order to help societ

by carrying out stuzies
and research, seeking
to raise awareness
and prevention.

Finally, it published the study “The big
change. Young drivers: anatomy of a new
generation behind the wheel” which analy-
ses road accidents among Spanish drivers
aged 18 to 29 between 2010 and 2019.
Despite being the group with the worst
image among Spanish drivers (58%), young
Spaniards aged 18 to 29 are the age group
with the lowest fatality rate among drivers
(0.5%), an indicator that has fallen by 41% in
the last decade.

Linea Directa Aseguradora’s health insurance
brand, Vivaz, has published the study “Chrono-
logical age vs. real age: How old do Spaniards
think they are?”. The aim was to measure the
health status and perceived age of Spaniards,
compare it with their chronological age, assess
the impact of lifestyle habits and the perception
of well-being at different ages. One of the conclu-
sions is that 6 out of 10 Spaniards feel younger
than their chronological age.

Lastly, the Home division of Linea Directa
Aseguradora published the report “Impact of
atmospheric phenomena on home insurance
from a social point of view”. One of the main
conclusions is that 27% of Spanish house-
holds have been affected by a weather event
in the last 10 years, which corresponds to
almost seven million households.

Vivaz Manifesto, for a healthy diet

Vivaz, the health insurance brand of Linea
Directa Aseguradora, published the Vivaz
Manifesto this year to raise society’s aware-
ness of the importance of good eating habits
as a cornerstone of a healthy life (alongside
the other two pillars it has been working

on since its inception: physical activity and
sleep). This is a document written by Juan
Revenga, a nutritionist and biologist, member
of the Spanish Academy of Nutrition and Di-
etetics, which sets out the principles of good
nutrition, basic advice on how to achieve it
and proactive commitments to help society
achieve this goal.

The company also encourages its policy-
holders to follow healthy habits, such as
walking at least 10,000 steps a day and
sleeping at least 7 hours a day, monitored
with the help of a tband or smartphone
and rewards them for following these hab-
its with discounts of up to 200 euros when
renewing their policies.

The Linea Directa Foundation has
published three important studies
on road safety during 2021.
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More than 48,730 users have
registered on this app, 21,120 of
whom are active users.

Vivaz Actividad

Vivaz has an app, Vivaz Activity, for both
customers and non-customers, that helps
users maintain healthy habits. By the end of
the year, 48,730 users had registered on this
app, 21,120 of whom are active users. The
app allows them to enjoy various bene ts as
well as discounts on health policies if they
are customers of the company.

15-point campaign

In 2021, Linea Directa Aseguradora revived
its campaign for drivers who have 15 points
on their licence, offering them signi cant
discounts. At the end of the year, the com-
pany launched a new commercial, this time
featuring a deaf person who speaks sign
language.

Society

Social engagement

Social action is part of the Linea Directa Group’s commitment to the
local communities in which it operates, either through direct action
or through collaboration with organisations working to develop
social and environmental projects. The two levers on which the
company’s activity is based are the Linea Directa Foundation and
the social initiatives developed through volunteering or directly by
the company itself with the associations with which it collaborates
or in which it participates.
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Society

Linea Directa Foundation

The Linea Directa Foundation was created in 2014 to encourage responsi-
ble driving behaviours in Spanish society, assuming the mantle previously
held by Linea Directa Aseguradora. Founded in 2014 under the slogan
“Here and Now”, the organisation has four lines of action: Research,
Awareness-raising, Social Action and Training, through which it promotes
and develops powerful initiatives in favor of Road Sofety.

Without agents and intermediaries, Linea
Directa Aseguradora has always kept direct
contact with the terrible reality of road acci-
dents; a social problem that forever shapes
the lives of thousands of people in our coun-
try every year.

That is why, in 2014, the company wanted to
go a step further and created and nanced
the Linea Directa Foundation, whose aim is
to bring all the company’s knowledge and
commitment to the ght against fatal car ac-
cidents. Founded in 2014 under the slogan
“Here and Now?”, the organisation has four
lines of action: Research, Awareness-raising,
Social Action and Training, within the frame-
work of which numerous initiatives are taken
year after year with the aim of putting an
end to road accidents.

To this end, every year it carries out mean-
ingful studies analysing the most important
aspects of road accidents, which receive a
wide media response; it organises the Road
Safety Journalism Prize, which has already
become one of the most important com-
petitions in Spanish journalism; it supports
entrepreneurship in the eld of road safe-
ty through the Entrepreneurship Prize and
carries out numerous actions in the eld of
training and cooperation with other founda-
tions and institutions.

Thanks to this important work, the Ministry of
the Interior awarded the Linea Directa Foun-

dation the Silver Cross of the Order of Merit

of the Guardia Civil in 2021.

Board of Trustees of the Foundation

Chairman

Alfonso Botin-Sanz de Sautuola

Chairman of Linea Directa Aseguradora

Vice-chairman

Miguel Angel Merino
CEO of Linea Directa Ase-
guradora

Pedro Guerrero
Chairman of Bankinter

Matias Prats
Periodista y presentador de

los Informativos de Antena 3.

Managing Director

Mar Garre

Head of People, Communi-
cation and Sustainability at
Linea Directa Aseguradora

Pierre-Yves Sachet

Head of Business and Sales
and Strategy and Growth of
CEPSA

Maria Segui
General Director of Traffic
(2012-2016)

General Secretary

Pablo Gonzdlez-Schwitters
General Secretary of Linea
Directa Aseguradora

Pere Macias i Arau
Former Chairman of the
Road Safety and Mobility

Committee

Juan José Matari

Chairman of the Road Safe-
ty and Sustainable Mobility
Commission of the Congress
of Deputies (current term).
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Linea Directa Foundation

Research

Through research, the Linea Directa Foundation analyses the most

important aspects of road accidents with the aim of promoting social
awareness of road safety. It accomplishes this by tackling subjects of
significant interest and relevance, allowing it to solidify its position as

a legitimate leader in this sector.

The Linea Directa Foundation provides essen-

tial research and publications on the most
critical issues related to road accidents as
part of its “Research” line of work, always
before making them public. It does this by
working with renowned foundations, institu-
tions and universities across the country to
advance knowledge in the eld.

In 2021, the Linea Directa Foundation con-
ducted three studies that were widely report-
ed in the media. They reached more than
700 news items and a total audience of
almost 359 million people:

= “COVID and Road Safety. In uence of the
pandemic on future mobility and accident
rates”

= “Drugs and driving: a deadly cocktail.
Consumption of drugs by Spanish drivers
(2010-2019).”

= “The big change: Young drivers: anatomy
of a new generation behind the wheel
(2010-2019).”

“COVID and Road Safety. In uence of the
pandemic on future mobility and accident
rates”

The study, carried out in collaboration with
the Institute of Transport and Road Safety of
the University of Valencia (INTRAS), aimed
to contextualise the 2020 accident gures,
considered the best in history, in a very spe-
ci ¢ environment: the lockdown and mobility
restrictions this year.

The conclusions were surprising: taking into
account the journeys made this year, 128
fewer people would have died in road acci-
dents in 2020. In addition, two other points
of concern were uncovered: During the
lockdown, 39% more people were speeding
than before and 36% of traf c fatalities were
not wearing seat belts.

“Drugs and driving: a deadly cocktail.
Consumption of drugs by Spanish drivers
(2010-2019).”

This report, co-authored by the Spanish Road
Safety Foundation (FESVIAL), concludes that
psychotropic drugs were involved in almost
50,000 casualty accidents between 2010
and 2019.

Furthermore, 12% of drivers and 18% of
pedestrians killed in road accidents last year
tested positive for these types of drugs.

This is alarming considering that 11% of driv-
ers admit to taking more psychotropic drugs
due to the pandemic.

“The big change: Young drivers: anatomy
of a new generation behind the wheel
(2010-2019).”

The study, sponsored by the Linea Directa
Foundation and the Centro Zaragoza, has
shown that contrary to the general opin-
ion of society, which still considers young
people to be the most reckless group on
the roads, a radical change has occurred
among 18-29 year old drivers. Although
they cause proportionally more accidents
than other drivers, the number of road
deaths among the youngest drivers has
fallen by 41% in the last ten years.

This makes them the age group with the
fewest road deaths in relation to their own
accident victims.
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Linea Directa Foundation

Awareness-raising

As part of its Awareness-raising action line, the Foundation organises
the Road Safety Journalism Award to encourage the media to write
about and disseminate the importance of responsible driving habits.
The award recognises the best reports and articles on road safety
published in the press, digital media, radio and television. The compe-
tition has become one of the most prestigious awards in our country.

In 2021, the Linea Directa Foundation organ-
ized the XVIIl edition of the Road Safety Jour-
nalism Award, which was presented at the Te-
atros del Canal in Madrid after the restrictions
imposed due to the COVID-19 pandemic were
lifted. The competition awards the best reports
and articles in the categories of Written Press
and Online Media, Radio and Television, with a
net prize of 10,000 euros each.

The number of entries was 1,600, 20% less
than in 2020, as the pandemic was very pres-
ent in the media last year, which meant that
road safety was given less space in the news.
The winners were Francisco lvan Gémez, of
the Diario de Almeria, Luis Henares of Onda
Aranjuez and Blanca Vives, of Telecinco, who
were recognised by the jury for the quality

of their work, its relevance as a tool to raise
awareness in society and for the innovative
approach of their reports.

The Solidarity Award was also presented,
which recognises organisations, institutions and
foundations that work for road safety, with a
net prize of €10,000. In this edition, the winner
was Pastoral de la Carretera, a service of the
Catholic Church to society to encourage motor-
ists, pedestrians and travellers to be responsi-
ble at the wheel when using public roads and
vehicles.

The Honorary Award for Road Safety Journal-
ism was also given to the journalist Jesis Soria
for his great work in spreading road safety
throughout his professional career, especially at
the helm of the magazine “Tréfico y Seguridad
vial” of the General Directorate of Transport,
which he directed from 1995 to 2017.

The jury of the XVIII edition was chaired by Pere Navarro, Director General of Transport,
and formed by 9 other personalities from the worlds of administration, journalism and busi-

ness. The members of the jury were:

Pere Navarro, Director General of Trans-
port. Chairman of the Jury.

Maria del Pilar Gonzdlez de Frutos, Chair-
woman of UNESPA (Spanish Association of
Insurance and Reinsurance Companies).

Pere Macias i Arau, Chairman of the Com-
mission for Road Safety of the Chamber of
Deputies during the 2011-2015 legislature.

Pedro Guerrero Guerrero, Chairman of
Bankinter.

Carlos Franganillo, Journalist and pre-
senter of the 2nd edition of the Telediario
de La 1 (TVE).

Leticia Iglesias, Journalist and presenter
of Informativos Telecincode Informativos
TELECINCO.

Angels Barcelé, Journalist and presenter of
the programme “Hoy por Hoy” on Cade-
na SER.

Esther Vaquero, Journalist and presenter of
“Noticias 2” (ANTENA 3).

Jon Ariztimuio, Journalist and Director of
News at Telemadrid.

Efrén Hernandez, Journalist for La Sexta
and winner of the 17th Linea Directa Foun-
dation Award for Road Safety Journalism
in the television category.
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Linea Directa Foundation

Social action

The Linea Directa Foundation carries out various initiatives under its
Social Action strand. In 2021, it organised the 7th edition of the Entre-
preneurship and Road Safety Award and published a solidarity calen-
dar in favour of FEDACE, the Spanish Federation for Cerebral Injury,
with the selfless collaboration of 12 Olympic and Paralympic medal-

lists from Tokyo 2020.

For the past 7 years, the Linea Directa Foun-
dation has organised the Entrepreneurs and
Road Safety Award, a pioneering project to
accelerate start-ups in the eld of road acci-
dent prevention. The prize is worth 20,000
euros with no transfers or co-investments, as
well as mentoring, training and access to
investment rounds. The jury consists of nine
experts from the business community, the
entrepreneurial ecosystem and the public
administration. The jury assesses the quality

of the project, its economic viability, its inno-

vative character and its potential to improve
road safety.

In 2021, 52 projects were submitted by com-

panies, from which 5 nalists were selected:
Alive and Safe, Asimob, Evix, Livelink and
SIPE Baby Rescuer. The ve start-ups pre-
sented their proposals in an elevator pitch

format, where they presented their projects in
ve minutes to the competition jury. The nal
winner of the competition was the

Barcelona-based company Evix. This start-up
has developed a cervical airbag system inte-
grated into bicycle helmets that is also suitable
for other road users. The system is activated
immediately after an accident and the airbag
in ates to prevent the cyclist from moving and
suffering a cervical or spinal injury.

Calendario solidario a favor de FEDACE

As part of its social action strategy, the Linea
Directa Foundation also launched a solidarity
calendar in 2021 in favour of the Spanish
Federation of Brain Injuries (FEDACE). This
project has sel essly involved 12 Olympic and
Paralympic medallists from Tokyo 2020 and 12
volunteers with brain injuries from FEDACE.

The Linea Directa Foundation donated all the
proceeds from the sale of the calendar to
FEDACE, in addition to a direct contribution of
3,000 euros, always with the aim of combat-
ing brain injuries, especially those caused by
road accidents.

In 2021, the Linea Directa
Foundation launched a charity
calendar, with proceeds going to
the Spanish Federation for Brain

Injuries (FEDACE).
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Linea Directa Foundation

Training

The Linea Directa Foundation develops various training initiatives in
the field of road safety, always with the aim of informing and raising
awareness among drivers about the need for responsible driving.

Education is one of the basic lines of

action of the Linea Directa Foundation. It

thus promotes various actions aimed at

highlighting road safety education as one

of the most useful and effective tools in the
ght against road fatalities.

In 2021, the Linea Directa Foundation com-
mitted to collaborate in the VII Congress
on Road Safety and Disability, organised
by ASPAYM, the Second Vice-Presidency of
the Government and the Ministry of Social
Rights and Agenda 2030, which, nally,
will be held in the rst months of 2022.

The Foundation is co-sponsoring the event
and will participate in a round table
where the Minister of Interior, Fernando
Grande-Marlaska, is expected to speak.

Last year, the Foundation also launched

an educational pill on social media about
personal mobility vehicles (PMVs) in the form
of a game to inform users of this new means
of transport about the regulations and key
points to consider when using them.

Finally, the Linea Directa Foundation has
been working throughout 2021 on the
design, concept and architecture of the
organisation’s blog, which is due to launch
in 2022 and through which it will inform
society about the most important aspects of
road safety.

Last year, the Foundation also
launched educational content
on social media about personal
mobility vehicles (PMVs).

The Linea Directa Foundation has
a community of 4,383 followers on
Facebook, Twitters and YouTube,
with almost 3% more new

followers than the previous year.
This growth has been completely
organic, with no recruitment or
paid campaigns, relying solely on
organic growth.
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Society

Corporate volunteering

The Linea Directa Group offers its employees the opportunity to join its volun-
teer network, which aims to promote social and environmental commitment
and carry out actions with a great impact on the environment. Corporate
volunteering was launched in 2009 and currently has 152 volunteers.

Corporate volunteering focuses on actions
for children, young people and adults at risk
of social exclusion, people with disabilities
and women in situations of gender violence
that add value to communities, strengthen or-
ganisational culture internally and enable the
development of new competencies, skills and
sensitivities among participating volunteers
and in their professional environment.

The group uses a tool to document, quanti-
fy and categorise social initiatives accord-
ing to the type of activity carried out and
the resources provided, in order to meas-
ure the contributions and impact of social
action on society.

Due to the situation caused by Covid-19, all
volunteer activities conducted in 2020 and
most activities in 2021 were conducted
virtually. Aware of the importanceof resum-
ing volunteering on the ground to help the
most disadvantaged groups, the company
was able to carry out some actions on the
ground at the end of the year with the nec-
essary security.

INCLUSION VOLUNTEERING
(employment workshops)

Integra Foundation —
Empowerment School

No. of volunteers: 16
No. of bene ciaries: 192
Volunteer hours: 2

During the year, volunteers from Linea Direc-

ta Aseguradora conducted 12 employment
workshops and job preparation days as
part of the Integra Foundation’s Escuela de

Fortalecimiento job placement programme,
focusing on these moments of truth in the job
search:

”Coping with the job interview”.

”Practising the job interview”.

”Group dynamics”.

“The interview: mistakes and successes”.
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In these workshops, examples and role plays
were used to analyse and deal with the
different situations that can arise during a job
interview, both individually and in a group.

The bene ciaries of the Integra Foundation
are people with disabilities, groups at risk of
exclusion and women in situations of gen-
der-based violence.

This year, 2021, the Integra Linea Directa
Foundation has given an important recogni-
tion with the “Volunteering Award”, reward-
ing the work that the network of volunteers at
the Empowerment School has been doing for
more than a decade.

Norte Joven Association

No. of volunteers: 19
No. of bene ciaries: 14

Volunteer hours: 14 volunteers dedicated 1 hour 5 dedicated

2 hours

Linea Directa Group works with this associa-
tion by carrying out corporate volunteering
actions to help young people between 16
and 25 years old who are at risk of exclu-
sion or vulnerability prepare for working

life and integration into society. In May,
company volunteers held a job preparation
day with two workshops, one to simulate
personal job interviews and a group dynam-
ics workshop. These workshops are part of
the training programme these young people
receive at the association. Based on the feed-
back and assessments from the interviews,
the supervisors of these young people work
with them individually on the aspects that will
help them achieve full social and profession-
al inclusion.

Mds Humano Foundation:

No. of volunteers: 11
No. of bene ciaries: 4 social entities

Volunteer hours: 8 hours plus 4 hours of training/information

Linea Directa Aseguradora works with the
Mas Humano Foundation, supporting its
mission to culturally transform society and the
economy by putting people rst. Through the
Indivisibles programme, volunteers receive
mentoring training to learn how to share their
knowledge in different areas (digital market-
ing, social networks, etc.) with organisations
that need it and to help them grow.

Integra Foundation / International Women's
Day

No. of volunteers: 20
No. of bene ciaries: 11

Volunteer hours: 8 volunteers dedicated 1 hour 12 dedicated
2 hours

On the occasion of International Women’s
Day on 8 March, the Linea Directa group or-
ganised a day for a group of women affect-
ed by gender-based violence, during which
three different activities were carried out:

= Hiring workshop, in which the interview was
conducted using role plays and in which
each volunteer interviewed each candidate
for about 15 minutes.

= Group dynamics with feedback from the
volunteers.

= Simulation of a call from a sales manager
to a client, where the volunteers explained
their daily work so that the women could
approach their routine.

ENVIRONMENTAL VOLUNTEERING
Reforestation

No. of volunteers: 22
No. of bene ciaries: 13

Volunteer hours: 4 hours

Last October, Linea Directa Aseguradora
organised an environmental volunteering action
with local impact together with the Ami-3
organisation. 10 staff and their families joined
people with intellectual disabilities for a day

of contact with nature and fun. The activity
promoted sustainable management and con-
tributed to halting the loss of biodiversity in an
area designated by Tres Cantos City Council
(Madrid) for the reforestation of a natural area.

Donation of CPUs and monitors:

No. of volunteers: 3 technicians and 1 volunteer
No. of bene ciaries: 30 students of Norte
Joven 50 users of Aprocor

Volunteer hours: 4 hours

During the pandemic, Linea Directa Asegu-
radora upgraded its computer equipment
to allow staff to work more conveniently
from home. In an effort to reduce the digital
divide among

the most disadvantaged groups, promote
recycling and extend the useful life of unused
computers, computers in better condition
were refurbished and donated. In this way,
80 CPUs and 15 monitors were donated to
the Norte Joven Association, which works
with young people who are socially exclud-

ed and at risk and who, because of their situ-

ation, have not had the opportunity to partic-
ipate in classes remotely, and to the Aprocor

Foundation, which works with young people
with functional diversity or mental disabilities.

This type of action is also carried out by
other companies in the group. Linea Directa
Asistencia donated 30 CPUs, 30 keyboards
and 30 mice to the Altius Foundation, which
helps vulnerable people enter the world of
work.

Working day at the A la Par Foundation

No. of volunteers: 50
No. of bene ciaries:12

Volunteer hours: 4 hours

In September, the Group’s People, Com-
munications and Sustainability Department
organised a workday with a voluntary envi-
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ronmental activity with the A la Par Founda-
tion and people with intellectual disabilities,
who taught the company’s employees how to
manage and maintain their vegetable gar-
den.

Aprocor Foundation. Volunteers for a day
(children of employees):

No. of volunteers: 12
No. of bene ciaries: 16

Vo|unteer hours: 4 hours

In June, Linea Directa Aseguradora ran a
volunteer activity for children of staff aged
between 16 and 20, who carried out activi-
ties with young people from Aprocor to learn
about the work of this foundation

and how to interact with young people with
functional diversity. The young people from
Aprocor Foundation showed their experience
and knowledge in different activities to raise
awareness of diversity and intellectual disa-
bility among the staff, to remove barriers and
discover a world of opportunities for all.

Give and Gain

The Corporate Volunteering and Solidarity
Action Week, Give and Gain, organised by
Forética, aims to recognise and give visibility
to the social initiatives and projects carried
out by companies through volunteering. It

is a benchmark initiative for corporate vol-
unteering at international level. During this
edition, Linea Directa Aseguradora has pro-
posed and promoted several activities:

= A la Par Foundation: Workshops with the
A la Par Foundation as part of the Linea

Directa Christmas Market. Users of the A
la Par Foundation, young people with func-
tional diversity, showed the volunteers how
to carry out different activities. In addition,
the products made in the workshops were of-
fered for sale at the street market and all the
proceeds were donated to the foundation.

= Hogar el Olivo: the network of volun-
teers organised to give clothes and toys
for Christmas to the young people in this
home run by the Autonomous Community
of Madrid,.

= Solidarity Bank: This is a food bank that
serves more than 300 families in the
Madrid region. Linea Directa works with
them to run food collections. This year, in
keeping with the season, an action was
launched to deliver the donated food as
well as 60 solidarity baskets donated by
the staff. Date: 10 to 20 December.

Wellness and health
Madrid on the march against Cancer

Participants: 92
Donation: 2.000€

The Linea Directa Group has participated

in the Run Against Cancer organised by

the Spanish Association for Cancer Control
(AECC) for four years. This year, the com-
pany bought 135 race bibs to encourage
employees to participate and thus contribute
to the purpose of the run, cancer research.

Due to the pandemic, two types of runs were
offered: an online run counting steps and an
in-person run at different locations, mainly on
the Paseo de la Castellana in Madrid.

Carrera Hay Salida (“There is a Way Out
Race”)

Participants: 55
Donation: 2.000 €

As a member of the group “Companies

for a Society without Gender Violence”,
Linea Directa Group, co-sponsored “Hay
Salida” (There is a Way Out), the solidarity
run against gender violence organised by
the Ministry of Equality in June. Each year,
speci ¢ projects such as comprehensive
support for victims and vulnerable groups,
social awareness, training and prevention

of victimisation are carried out. Encouraging
staff participation creates greater awareness
of the problem faced by these women, which
helps to improve their lives and those of their
children.

DONATIONS
Donation to the victims of La Palma:

Between September and October, Linea Di-
recta Aseguradora offered its employees the
opportunity to make a donation to the victims
of the volcano on La Palma with every pur-
chase they made in the company’s cafeteri-
as. Once the donations were received, Linea
Directa Aseguradora doubled the amount
received and donated all the proceeds to the
Food Bank.

Linea Directa Asistencia also promoted some
internal actions to support the people affect-
ed by the Cumbre Vieja volcano, working
together with the Red Cross.

Instituto Nacional de Resiliencia — Fundacién
Humanae

Linea Directa Group has donated four schol-
arships for doctors to attend a special course
run by the Spanish Resilience Institute for the
personal and professional development of
these professionals in the face of pandemic
fatigue. Under the motto “They did it for you,
do it for them”, the aim is to raise society’s
awareness of the help that is also needed by
these professionals who have been on the
front line since the beginning of the pandem-
ic and who need to take care of themselves
in order to continue taking care of others.

In turn, Linea Directa staff received the work-
shop “Resilience in times of uncertainty”.

Tops for a new life

This year, Linea Directa Asistencia contribut-
ed to the SEUR Foundation’s project, which
helped nance medical and orthopaedic
treatments for hundreds of children by recy-
cling plastic bottle tops. Speci cally, the 60
tops collected by Linea Directa Aseguradora
enabled the purchase of an exoskeleton for
Sara, which will help her with her rehabilita-
tion.
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Solidarity Market 2021 in favour
of San Camilo

All the gifts received by the Group’s employ-
ees at Christmas 2020 from suppliers and
other companies were donated to a charity
market in 2021 organised by 14 volunteers
who supported the San Camilo professionals
who attended the market. The proceeds went
to this senior residence, which is home to more
than 150 elderly people and those in need of
care. During the pandemic, their need for care
and protection for the elderly has multiplied.
The proceeds were used to purchase products
to protect against COVID-19.

Linea Directa Asistencia also held a charity
market, in this case with Ami-3, for which
they donated all the proceeds.

Donation of trampolines

The company donated 12 trampolines pur-
chased for in-house motivation and team-
building activities to various associations
(Fundacién Aprocor, Ami3, Hogar el Olivo
and Fundacion Juan XXIII).

Christmas market

In December, the company held its rst
Christmas market, which included themed
workshops for staff and typical Christmas
stalls. All proceeds from the sale of products
and participation in games and competitions
were donated to the A la Par Foundation.

PARTNERSHIPS

Randstad Foundation

Aprocor Foundation

n Integra Foundation

A la Par Foundation

Solidarity Bank

San Camilo Centre for the Humanisation of Health Care

Norte Joven Association

AMI3 Association

Fesbal

Instituto Nacional de Resiliencia/ Humanae Foundation

AECC

Hay salida (“There is a way out”) (Ministry of Equality)

MasHumano Foundation

Volunteers 152
Volunteers participating in 2021 actions 362
Number of actions 25
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Society

Subcontracting and suppliers

The engagement of new suppliers is subject to an approval process
adapted to the needs of each functional/business area and over-
seen by the Group Purchasing area. Before submitting the request
to the Purchasing Department and starting the Request for Quota-
tion (RFQ), the requester must follow the procedures recommend-
ed by the Data Protection Office, as well as those contained in the

Company’s Purchasing Policy.

The Supplier Code of Conduct was ap-
proved by the Board of Directors in Novem-
ber 2012. The purpose of this code is to
ensure that all suppliers and subcontractors
comply with the requirements of the United
Nations Global Compact, promote sustaina-
ble development, ensure human rights, com-
ply with labour regulations and promote en-
vironmental protection, among other things.
In short, it aims to ensure that suppliers share
and respect the ethical values that guide the
conduct of the Group and its employees.

A total of 95% of these suppliers are local,
as the company is interested in sustainable
supply chain management that respects the
environment and society.

A total of 95% of these
suppliers are local, as the
company is interested in
sustainable supply-chain
management that treats
the environment and
society with respect.

In 2021, the Procurement Department has started work

on an approval process that inc
criteria: environmental, social an

The principles described in this Code of
Conduct are an important part of the selec-
tion and evaluation of suppliers, and their
non-compliance may also lead to termination
of the contract.

In 2021, the Procurement Department has
started work on an approval process that
incorporates non- nancial criteria — environ-
mental, social and governance — into the
supplier evaluation and approval process,
with the exception of service networks. Linea
Directa’s Purchasing Policy and associated
manual establish procedures for due dili-

o;porates non-financial

governance.

gence in the selection and contracting of
suppliers. In addition, any outsourcing of
functions or critical operational activities is
carried out in accordance with the require-
ments set out in the Outsourcing Policy.
Annual reports are prepared on suppliers
providing these services in critical business
areas. In 2021, no supplier audits have been
carried out by the Purchasing department.



290

ESTADO DE INFORMACION NO FINANCIERA. 2021
LINEA DIRECTA ASEGURADORA

Society

Service quality

For Linea Directa, the quality of the products and services offered to
clients is a priority and a strategic objective.

In recent years, the company has expanded,
improved and exhausted the processes and
tools it uses to monitor the satisfaction level
of its portfolio, such as new developments to
collect and measure customer experience in
real time, always with the aim of identifying
their needs and possible areas for improve-
ment. The Linea Directa Group modi ed

the Strategic Quality Plan in 2020, known
as Plan Forte, introducing a measurement
system by key processes and with the NPS
indicator (Net Promoter Score, aggregated
net recommendation index). In 2021, the
company’s global NPS was 37.94%.

In addition to NPS and customer satisfaction
with the various processes, the Group has
established other quality indicators as fun-
damental to its day-to-day operations. The
rst is satisfaction with the customer service
provided by the telephone agents (customer
service percentage): customers rate their sat-
isfaction with the agents’ attention and with
the service received on many of the calls
received by the company every day. Month
after month, the professionalism and the

attention and treatment of the agents is the
aspect that is most appreciated by them.

On the other hand, given the importance that
digital service has acquired in recent years,
the company has also set targets for custom-
er satisfaction with the digital experience in
the various services offered through the web
and mobile applications (26.34% in digital
experience).

Each survey, whether it is a process, a call or a
digital management, assesses satisfaction with the
service received (the NSS in 2021 is 42.87%).

44
43
42
41
40
39
38
37

36

66,20
66,10

66
65,80
65,70

65,60

O NSS  NPs
42.87

41_

3794
36.54
2020 2021
Base: 67,002 Base: 96,400
@ ATTENTION 66.20
65.63
2020 2021

Base: 587,631 Base: 596,800
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@ EXP DIGITAL

27
26
25
24
23
22

21

19.72
20

2020
Base: 234,663

The survey channel strategy is based on
customer choice, i.e. if the customer calls, the
surveys are conducted by phone, and if the
customer conducts the survey digitally, the sur-
vey is conducted through the digital channel.

In 2021, it was possible to measure customer
satisfaction with the above indicators at each
of the identi ed moments of truth: from the
sale to the renewal or cancellation, to the
services offered in the handling of vehicle
and household claims or in the provision of
the breakdown service.

In the case of Vivaz, a mainly digital brand,
we have started measuring all digital pro-
cesses, service satisfaction and also NPS.

These measurements are complemented by text
analytics technologies that allow us to catego-
rise customer comments by reason and gain
immediate insight into their concerns.

26.34

2021
Base: 255,814

All company operators
have access to information
about the quali:}l surveys,
their ratings and comments
in the business apps.

When it comes to quality, measurements
are important but not suf cient. Therefore,
the company has established procedures for
quality management:

As part of its commitment to quality, Linea
Directa Aseguradora has a quality man-
agement procedure called “Close the loop”,
which contains all the information about
the satisfaction level of each customer. This

system generates various alerts on policy-

holder expectations based on their ratings

and comments, allowing departments to gain
exibility and reduce response times.

In addition, all company operators have ac-
cess to information about the quality surveys,
their ratings and comments in the business
applications, which is a very useful tool to
improve the customer experience.

On the other hand, the company organises
meetings every three months between the
different business units and the quality depart-
ment, where the directors and middle man-
agement share their impressions on the results

of the surveys, discuss the recommendations
and re ect on the action plans to be devel-
oped in the short, medium and long term.

Since satisfaction has a strong in uence on
policyholder loyalty, the challenge for the
company is to use information on individual
customer satisfaction to improve cancellation
models, make pricing decisions and imple-
ment new quality measures.



294

JANUARY - DECEMBER 2021
LINEA DIRECTA ASEGURADORA AND SUBSIDIARIES

Society

Customer Service Department

A Customer Care Service (CCS) is available to Linea Directa Asegura-
dora Group customers and users to raise any complaints or grievances
regarding the operations and services arising from their relationship

with the company.

A Customer Care Service (CCS) is availa-
ble to Linea Directa Aseguradora Group
customers and users to raise any complaints
or grievances regarding the operations and
services arising from their relationship with
the company.

The CCS acts independently and is separate
from the company’s commercial services.

In addition, Linea Directa has a Customer
Ombudsman who is responsible for han-
dling and resolving complaints that have not
been accepted by the CCS, to try and nd a
satisfactory resolution for the customer. The
Customer Ombudsman promotes transpar-
ency and customer protection rules and the
application of best practises. The decisions
of the Customer Ombudsman are binding on
the company.

Customers can address their complaints and
claims in writing to the CCS through the vari-
ous communication channels provided by the
company: Complaints Box on the website,
e-mail or post.

The Customer Care Service guarantees
appropriate customer service, resolution and
communication. The activities of the Custom-
er Care Service and the Ombudsman for
Customers of Linea Directa are carried out in
accordance with the provisions of OM ECO
734/2004 of 11 March.

Activity Report of the Customer Service
Department

In 2021, the Customer Service Department
handled 6,207 cases, of which 374 were
complaints and 5,833 were applications.
This represents a decrease of 19.5% com-
pared to 2020.

COMPLAINTS AND CLAIMS
YEAR COMPLAINTS CLAIMS TOTAL
665 7,052
2020 7717
8.62% 91,38%
374 5.833
2021 6,207
6,03% 93,97%
YEAR APPLY DO NOT APPLY TOTAL
2,386 5,331
2020 7717
30.92% 69.08%
2,190 4,017
2021 6,207
35.28% 64.74%

*Data extracted as of 01/01/2022 on claims terminated in 2021 regardless of their date of entry.
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For the registration and control of complaints
and claims, the CCS has a special computer
tool to monitor and analyse complaints and
control customer response times. We have
further improved the applications used to
increase the ef ciency of the department’s
administration.

Periodically, the information and its analysis
is shared with the business units to take ac-
tion to reduce complaints and claims.

The CCS has a special

computer tool to monitor
and analyse complaints.

DISTRIBUTION BY THE DIFFERENT MANAGEMENT AREAS

AREA PERCENTAGE COMPLAINTS AND CLAIMS
Accident Management 68.52% 4,253
Policy Management 19.96% 1,239
Quote and Close 3.27% 297
Additional Services 4.78% 203
Roadside Assistance 2.66% 165
Other 0.81% 50

Work has been done to signi cantly improve
resolution times in the CCS, with the average
resolution time in 2021 being 8 days.

Activity Report of the Customer Ombudsman
In 2021, 801 complaints were resolved

through the Customer Ombudsman, of which
455 were in favour of Linea Directa.

TOTAL COMPLAINTS RESOLVED OMBUDSMAN

FAVOURABLE

335

ESTIMATED UNCONTESTED

34 301

801

UNFAVOURABLE

455

OTHER

*Data provided by the Customer Ombudsman in its 2021 Report.

/\ ﬁ
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Annex I: Requirements of Law 11/2018 regarding non-financial information

Content Associated GRI Standards Chapter of the Report Page of the Report

102-1

Brief description of the Group's business model, which will include: 1022

1) its business environment, 102-3

2) its organisation and structure, Business model

Business model 3) the markets in which it operates, 102-4 Pp. 40-74, 76-96

4) its objectives and strategies, Corporate governance

5) the main trends and factors that may affect its future development. 102-6
1027
102-14

A description of the policies implemented by the group in relation to those matters, including:

1) the due diligence processes used to identify, assess, prevent and mitigate risks and their

e o Ethics and compliance: Mission, Vision and Values
significant impacts

Policies 103 Pp. 96-108, 124-132
2) the verification and control procedures, including the measures taken. Sustainability management
102-15
The main risks in relation fo matters associated with the group’s operations including, when
relevant and proportionate, its business relationships, products or services which are likely to 205-1
cause adverse impacts in those areas, and
413-1
* how the group manages those risks, 407-]
Short, medium- and long-term risks Risk management model Pp. 110-122
* explaining the procedures used to detect and assess the risks in accordance with national, 408-1
European or international reference frameworks for each topic.
* Should include information on the impacts detected, with the related breakdown, in 4091

particular on the main short-, medium- and long-term risks.

Non-financial key performance indicators that are relevant to the particular business activity
and that meet criteria of comparability, materiality, relevance and reliability.

* In order to facilitate the comparison of information, both over time and among entities,

certain standards for non-financial key performance indicators that may be generally

applied and that comply with the guidelines of the European Commission in this regard and

the Global Reporting Initiative standards will be used, whereby the national, European or

international framework used for each area must be specified in the report.

KPls 102-54 Reported in the NFS

* The non-financial key performance indicators must be applied to each section of the non-

financial statement.

* These indicators must be useful, taking into account the specific circumstances that are
consistent with the parameters used in their internal risk management and assessment

procedures.

* In any case, the disclosures must be accurate, comparable and verifiable.
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AREAS

Environmental issues

Global environment Associated GRI Standards Chapter of the Report Page of the Report
1) Detailed information on the actual and potential impacts of the company’s oper- 103
ations on the environment and, where applicable, health and safety, the assessment
procedures or environmental certificate; 10211
2) The resources allocated to the prevention of environmental risks; 2012 Environmental issues Pp. 142-147
308-1
3) The application of the precautionary principle, the amount of provisions and guaran-
tees for environmental risks. (e.g. arising from the environmental responsibility law) 308-2
. _ . 103
1) Mecsures to prevent, reduce or remediate carbon emissions that seriously affect the Environmental issues: Carbon footprint Pp. 144-146
environment;
Z 305-5
- N 305-6
|2) :"aklng |r1to account any form of activity: speaﬁc air po||uhon, |nc|ud|ng noise and About this report Page. 18
ight pollution. 3057

Circular economy and waste prevention and management

103
Circular economy 3012 About this report Page. 18
301-3
Waste: Prevention measures, recycling, reuse and other forms of recovery and elimina- 103 Environmental issues: Indicators of eco-efficiency and Po. 154-159
tion of waste; 3062 sustainable use of resources, Waste management P:
Actions to combat food waste. 103 About this report Page. 18

Sustainable use of resources

303-5
The consumption of water and the supply of water in accordance with local restrictions; 303-2 Environmental issues: f;tér;nmentol management Page. 158
303-3
103
Consumption of raw materials and the measures taken to improve efficiency in their 30141 Environmental issues: Environmental management Po. 160
use; system P:
3012
103
302-1
Direct and indirect consumption of M&Mal@nbimw 302-2 Environmental issues: Environmental management Po. 160-162
and the use of renewable energy. system P:
302-3
3024




304

JANUARY - DECEMBER 2021

LINEA DIRECTA ASEGURADORA AND SUBSIDIARIES

Environmental issues

Climate change

103
305-1
i i i . . . .
The |mpo,rtant‘e'|<‘amelnts of greenhouse gas emissions generated as a result of the 3052 Environmental issues: Carbon footprint Pp. 146152
company’s activities, including the use of the goods and services produced.
305-4
305-5
103 Environmental issues: Carbon footprint, Adaptation to
The measures adopted to adapt to the consequences of climate change. i h prini, Adap Pp. 146-148, 164-166
2012 chimate change
. . . ) y . 103
The voluntarily estcbl@hed medium- and |onq term emission redEJchon targets to reduce Environmental issues: Carbon foofprint Pp. 146148
greenhouse gas emissions and the measures implemented for this purpose. 305-5

Biodiversity protection

103
Measures taken to preserve or restore biodiversity. 304-3
Environmental issues: Biodiversity Page 162
306-5
304-1
Impacts caused by activities or operations in protected areas. 2042

Taxonomy

Taxonomy Environmental Issues: Adaptation to Climate Change Pp. 164-167

Social and personal issues

Employment Associated GRI Standards Chapter of the Report Page of the Report
103
Tcl.':tal‘{:r.lurr?ber and distribution of employees by gender, age, country and professional 102-8 Social and personal issues: Global staff data Pp. 172174
classitication.
405-1
Total number and distribution of work contracts by type. 102-8 Social and personal issues: Global staff data Pp.172-174
Annual average of permanent, temporary and part-time contracts by gender, age and 1028
fessional Permanent, femporary anc part-ume contracts by g + 99 Social and personal issues: Average 2021 Pp.204-206
professional category. 405-1
Number of dismissals by gender, age and professional category; 4011 Social and personal issues: Talent attraction Pp. 200-202
Average salaries and their progress broken down by sex, age and professional classifi- 4052 Social and persondl issues: Tofal remuneration Pp. 212214
cation or equal value.
103
Pay gap, remuneration for equal or average jobs in society. Social and personal issues: Pay gap Page 214
405-2
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Social and personal issues

103

102-35

Average remuneration of directors and executives, including variable remuneration,
attendance fees, severance payments, payments to long-term savings schemes and any 102-36 Corporate governance Pp. 82-84

other compensation broken down by gender,

102-38
102-39
. : e Social and personal issues: Digital disconnection policies,
Implementation of labour disconnect policies, 103 2 Pp. 216-218
Reconciliation
Employees with disabilities. 405-1 Social and personal issues: Disability, Accessibility Page. 238

Organisation of work

Social and personal issues: Digital disconnection policies,

Organisation of work time 103 Reconciliation Page. 216
403-9
Number of hours of absenteeism Social and personal issues: Health and safety committees Page. 228
403-10
Measures aimed at facilitating work-life balance and promoting shared responsibility Social and personal issues: Digital disconnection policies,
103 Reconciliation Pp. 218218

of both parents.

Health and safety

Health and safety conditions in the work place; 103 Social and personal |ssuer:olc-l|§a|th and safety, Welness Pp. 178-186
. . . . . . . 403-9
Occupational accidents, in particular their frequency and seriousness; Occupational Social and personal issues: Health and safety committees Page. 228

illnesses, broken down by gender. 403-10

Social relationships

- S . . .. . 103

Organisation of soaql c.J|a|og.ue, including procedures for notifying and consulting Social and persondl issues: Dialogue with employees Pp. 220224
personnel and negotiating with them;

407-1
Percentage of employees covered by collective bargaining agreements by country; 102-41 Social and personal issues: Union representation Page. 226
Balance of collective bargaining agreements, in particular with regard to occupational Social and personal issues: Health and safety commit-

403-4 . . Pp. 226-227
health and safety. tees, Union representation
Policies implemented with regard to training; 103 Social and personal issues: Talent management Pp. 190-196
Total number of hours of training by professional category. 404-1 Social and personal issues: Talent management Pp. 194-195
Universal accessibility for persons with disabilities 103 Social and personal issues: Accessibility Page. 238
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Equality
Measures adopted to promote equal treatment and opportunities for men and women; Social and personal issues: Talent management Pp. 196-198
Social and personal issues Equality plans (Chapter Ill of Organic Law 3/2007, of 22 March, for effective equality
of men and women), measures adopted to promote employment, protocols against Social and personal issues: Equality plan and measures to Po. 230-234
sexual and gender harassment, the integration and universal accessibility for disabled 103 promote equal opportunities, Diversity management policy P
persons;
:;I::tx against all types of discrimination and, where applicable, for diversity manage- Social and personal issues: Diversity management policy Pp. 80-82, 234238
AREAS Associated GRI Standards Chapter of the Report Page of the Report
103
102-16
Application of due diligence processes with regard to human rights 10217
Prevention of risks of human rights violations and, where applicable, measures to miti- 4123 Respect for human rights: Human
gate, manage and repair potential abuses committed; 4122
410-1
412-1
Human rights
Reports of cases human rights violations; 406-1 Respect for human rights: Page. 246

Reports of human rights violations

Promotion and compliance with the provisions of the core conventions of the Interna-
tional Labour Organization related to respect for the freedom of association and the 407-1 Respect for human rights Pp. 242246
right to collective bargaining;

103
The elimination of discrimination in employment and occupation;
406-1
Respect for human rights Pp. 242-246
The elimination of forced or compulsory labour; 409-1
The effective abolition of child labour. 408-1
AREAS Associated GRI Standards Chapter of the Report Page of the Report
103
10216
102-17 .
. . Respect for human rights: )
Measures adopted to prevent corruption and bribery; 2051 Fight against corruption and bribery Pp. 250-252
205-2
Corruption and bribery
205-3
Measures to combat money laundering, 2052 Respect for human rlghtsi Fight against money laundering, Page. 248
corruption and bribery
Contributions to foundations and NGOs. 4131 Society: Introduction Page. 256
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Society

The company’s commitment to sustainable development Associated GRI Standards Chapter of the Report Page of the Report

203-1
The impact of the company’s activity on employment and local development; Society Pp. 256-288
203-2
413-1
203-1
203-2
The impact of the company’s activities on local populations and the region; 4111 Society Pp. 256-287
413-1
4132
The relatic?nships with the main players in local communities and the types of dialogue 10243 SS::FOI ggi)lwi);hn:?;:a %iﬁ:: Po. 64-68, 134138
with them; . > .
Business model: The Linea Directa brand
413-1
102-12
Association or sponsorship actions. Society: Introduction Page. 256
10213

Subcontracting and suppliers

g , : . . . 102-9
* The inclusion of social, gender equality and environmental issues in procurement
Ralicies; 103 Society: Subcontracting and suppliers, Pp. 288290
* Consideration of social and environmental responsibility in relationships with suppli- 308-1 Quality of service
ers and subcontractors;
414-1
Supervision and audit systems and their results. 103 Society: Subcontrac;mg qnol suppliers, Quality Pp. 288-290
of service
103
Measures for the health and safety of consumers; Society: Quality of service, Customer service Pp. 290-294
416-1
103
Systems for claims, complaints received and resolution Society: Customer service Pp. 294-297
416-2

Tax information

Profit obtained country-by-country

Taxes paid on profits 103 Ethics and compliance: Tax practices Pp. 102-103

Public subsidies received 201-4 Ethics and compliance: Tax practices Pp. 102-103
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