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Committed and healthy employees 
Like many other colleagues at ERGO, Friedhelm Mohr cycles to work – in all weathers. This is sustainable action on two counts: 
He is protecting the environment and keeping fit at the same time. ERGO actively promotes this commitment by the members of 
its workforce. An appropriate infrastructure has been provided at all sites in Germany for mobile employees who adopt an envi-
ronmentally friendly approach. One example is provided by these solar-powered bicycle pump stations shown in the picture. 

You will find more information on this topic in the section “Environment”.
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Dear Readers,

“To insure is to understand” – we place people at the centre of our endeavours with this 
promise. We want to identify and understand the needs of all those people who have a legiti-
mate concern that we should meet their expectations. Our aim then is to find appropriate 
solutions. This is how we live responsibility.

Based on this aspiration, we focus on feedback from our customers when it comes to control-
ling our business. We regularly carry out surveys to ascertain their level of satisfaction with 
our performance in order to further improve our services, processes and products. The needs 
of our customers form the starting point for the development of each new product. We are 
increasingly taking account of aspects relating to sustainability. In future, we will systemati-
cally check each product in order to ensure that it meets our requirements for environmental 
and social compatibility as well as for economic stability– a significant advance in firmly 
implementing sustainability in our core business.

We believe it is equally important to understand the needs of our employees in each life 
phase they find themselves in, and our objective is to address these requirements. We sup-
port our staff in their efforts to combine work and family. We received the “Strategy Award” 
for our family-friendly human resources policy at the “woman&work” careers fair in 2013. 

Our business as an insurer is impacted by claims from environmental catastrophes caused as 
a result of the consequences of climate change. This means we are all the more committed 
to making a contribution to reducing CO2. In line with our plans, we achieved the third stage 
in our strategy of carbon neutrality in 2013. Our major sites in Europe now have carbon neu-
tral operations. The modernisation of cooling and heating systems has made a contribution 
to this achievement alongside the installation of energy-saving network computers. Let me 
also mention our ecodriving training and the construction of bicycle pump stations as envi-
ronmentally friendly measures.

We fulfil our social responsibility through the committed promotion of education. Our main 
focus here is on supporting children and young people in their efforts to structure their own 
lives and to open up perspectives for the future. Our ERGO Foundation “Jugend & Zukunft” 
(Youth & Future) also pursues this objective. Moreover, we provide assistance to people in 
need and support various social projects. 

Joining forces with employees, sales partners and customers to achieve ongoing success 
requires transparency and mutual trust. This report is intended to promote these aspirations 
by presenting our achievements and demonstrating where we have to work harder in a spirit 
of transparency.

We hope you will enjoy reading this report and look forward to receiving your ideas.

 

Chairman of the Board of Management of the ERGO Insurance Group

Foreword by the Chairman of the 
Board of Management

“We place people at 
the centre of our 
endeavours. After all, 
we can only act 
sustainably and be 
successful in the 
long term if we 
understand the 
needs of our custom-
ers, employees and 
sales partners.” 

 Dr. Torsten Oletzky
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46,000 people work for ERGO in more than 30 countries. They 
deliver the promises we make to customers every day. We 
make use of a variety of sales channels to offer a compre-
hensive portfolio of insurance policies, provision and services. 

Security – over many decades
Insurance policies were first invented in order to give people the 
opportunity to take chances. Providing this protection has been 
the objective of the ERGO Group and the companies it was cre-
ated from over a period of many decades. Our roots in German 
and international insurance business reach a long way back into 
the 19th century. The travel insurer ERV has enjoyed the trust of 

travellers for more than one hundred years. Our specialists in 
legal protection and health, D.A.S. and DKV, have been providing 
services for their customers for over 80 years. This tradition is 
our platform and our motivation to continue meeting the trust 
placed in us for the future. 

Insurance cover for all circumstances in life
The ERGO Insurance Group is a broadly based, high-perfor-
mance organisation, focused on insurance cover in all life 
phases and circumstances. Under the ERGO brand, we primarily 
offer life, property-casualty and accident insurance. This prod-
uct range is supplemented by our specialists for health (DKV), 

A promise for the future
ERGO is one of the major insurance groups in Germany and Europe with a premium 
volume of 18 billion euros. Our approach is to think and act over the long term and in 
a sustainable way. We insure risks and help people to experience a carefree future.  
True to our promise: to insure is to understand.

The organisation chart provides a general overview over ERGO Group companies in the different business segments, and makes no claim to completeness.
1 Our parent company Munich Re holds all shares in ERGO Insurance Group.
2 Munich Re holds 60 % of MEAG shares.

Life Property-Casualty Legal Protection Health Travel Direct International

ERGO Insurance Group – Organisation
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legal protection (D.A.S.) and travel cover (ERV). ERGO Direkt is 
our standard bearer for the Group’s expertise in direct insur-
ance, sales on the Internet and by telephone. MEAG – asset 
manager at ERGO – offers funds for wealth building and old-age 
provision. ERGO Versicherungsgruppe AG manages the different 
companies and divisions.

As a primary insurer, ERGO is part of the Munich Re Group, one 
of the world’s leading reinsurers and risk carriers. The DAX com-
pany holds 100 percent of the shares in the ERGO Insurance 
Group.

Close to the customer
Around 16,000 full-time, self-employed insurance agents as 
well as employees in direct sales are available for personal 
contact. Brokers and cooperation partners also ensure per-
sonal contact with our private and corporate customers. We 

have sales partnerships with the major European bank Uni-
Credit Group and other banks in Germany and in various 
European countries. Our customers in Germany can contact 
us 24/7 on our hotline free of charge and through our online 
communication channels.

Tailor-made security and provision
The more we understand the needs of our customers – both 
private and corporate – the better we are able to provide tai-
lor-made security and provision for them. We carry out 
research into the needs of our customers through direct con-
tact and intensive market analysis. Alongside customised 
innovative insurance, provision and services, we provide clear 
and comprehensive communication and give rapid support in 
the event of a claim. We make our claim “To insure is to 
understand” a reality.

Among the Top 5 in life and non-life insurance
Market presence

At a glance – ERGO International

International
21 %

Germany
79 %

Distribution of premium income
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Sustainability at ERGO: People at the centre of  
our endeavours

Thomas W., employee in Product 
Development, regularly discusses 
services, processes and products at 
ERGO with members of the ERGO 
Customer Advisory Board. This helps 
us to gather valuable ideas from the 
perspective of the customer.

Michaela G., one of around 16,000 
insurance agents at ERGO, guaran-
tees closeness to our customers 
every day. They identify and analyse 
customers’ needs and implement 
their requirements in customised 
insurance solutions.

Petra T., committed employee 
at ERGO, packs up parcels with 
presents for children in Roma-
nia – a campaign run by the 
charitable staff organisation 
“ergo: wir helfen e.V.” (ergo: we 
help) which enables our 
employees to make a big con-
tribution to people in need.

Corinna L., an underwriter, defines the 
promises that ERGO makes to its cus-
tomers. In future, she and her colleagues 
will systematically check before conclud-
ing a contract whether it entails special 
sustainability risks and corresponds to 
environmental, social and governance 
criteria – so-called ESG criteria.

Sustainable  
business practices

Society
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Andreas R., ERGO manager work-
ing part-time, picks up his daughter 
from the ERGO nursery. ERGO pro-
vides flexible working hours and 
supports options to help employees 
get the work-life balance right.

Monika E., company doctor at ERGO, provides 
assistance and help for our employees when-
ever they have any health issues. We want to 
support our employees in their endeavours to 
find the right balance between work and 
health.

Employees

Lukas W., IT expert at ERGO, has replaced a large 
number of PCs with advanced and energy-saving 
network computers. This is one of many contribu-
tions to our climate target: group-wide carbon 
neutrality.

EnvironmentSimone S., ERGO employee working in-house, 
generally comes to work by bicycle. Our Ger-
man locations have a dedicated infrastruc-
ture for committed cyclists, for example with 
secure cycle parks and repair tools.
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Orientation framework
ERGO has adopted the ten principles of the United Nations 
Global Compact and is therefore committed to good working 
conditions, upholding human rights, environmental protec-
tion and anti-corruption measures. As part of Munich Re, in 
2012 we were also one of the first signatories to the “PSI 
Principles for Sustainable Insurance” of the United Nations 
Environment Programme Finance Initiative.

Four areas of action
Sustainability is a constituent element of the Guiding Princi-
ples and the strategy of the ERGO Insurance Group. We have 
derived four key areas of action for ERGO from these princi-
ples (see chart). The project “Corporate Responsibility (CR) in 
Business” enables us to ensure that sustainability criteria are 
maintained along the entire value chain (see also section 
“Sustainable business practices”).

Organisation and measurement of success
Our Sustainability Committee meets twice a year and it 
includes representatives from many different business seg-
ments and specialist departments. The committee is coordi-
nated by the team from the “Corporate Responsibility” organi-
sational unit which manages all projects and measures related 
to the issue of sustainability. The unit is based in Group Devel-
opment. 

We carefully evaluate our progress in implementing the sus-
tainability strategy and communicate within the Company and 
in the public domain. We want to identify weaknesses and 
potential for improvement in order to ensure that we develop 
continuously into the future. Since 2011, we have also been 
taking part in the renowned RobecoSAM sustainability rating. 
This is one of the most important global assessments for Cor-
porate Sustainability, which is used as the basis for drawing up 

Environment 
Environmental protection and group-wide  
carbon neutrality through
•	   Reduction of the consumption of resources
•	  Efficiency enhancement
•	  Certified environmental  

management system Society
Engagement for
•	 Educational advancement
•	  Social projects for people in need

Areas of action for our sustainability strategy

Business
Safeguard success by
•	  Responsible corporate governance
•	 Sustainable investment
•	 Customer orientation
•	 Product innovations Employees

Foster diversity through
•	  Getting the work-life balance right
•	 Basic and advanced training
•	 Promotion of health

Success based on 
sustainability
We can only achieve ongoing success if we succeed in harmonising economic, envi-
ronmental and social factors. The principles of sustainability have been firmly estab-
lished in the Guiding Principles and strategy of the ERGO Insurance Group.

Strategy
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the Dow Jones Sustainability Index every year. In 2013, we 
succeeded in improving our result in all the categories of this 
analysis compared with 2012. Our overall result was once 
again above the average results in the insurance sector. 

Dialogue with stakeholder groups
Customers, sales partners, employees, shareholders and 
community groups are the stakeholders of the ERGO Insur-
ance Group. We are engaged in an ongoing dialogue with 
them through a wide variety of different channels. Key 
instruments of external communication on the subject of 
responsibility are this Sustainability Report, the Annual 
Report and Customer Report, and the information set out on 
the ERGO website. The first ERGO Symposium on the subject 
of “Transparency in the Insurance Industry” held in 2013 pro-
vided an opportunity for dialogue. The event was staged by 
alumni of the ERGO Performance Programme and the Insti-
tute of Insurance Science, Cologne. Around 100 students, 
managers, academics and experts accepted our invitation. In 
autumn 2013, ERGO also took part in the Sustainable 
Responsible Investment Day (SRI Day) held by Munich Re and 
our asset manager MEAG in Munich. The objective was to 
enhance understanding for sustainability activities of the 
Munich Re Group with rating agencies and analysts, as well 
as presenting the projects and results at ERGO.

We use our prize-winning staff magazines and the ERGO 
Intranet, which since 2013 has been supplemented by a new 
comment and feedback function, to inform our employees 

about the progress we have made in implementing our sus-
tainability strategy. Once again, we also held internal CR Info 
Days in 2013 and this time they took place at the ERGO loca-
tions Berlin, Hamburg, Cologne, Mannheim and Munich. We 
used these events to make personal contact, pass on infor-
mation and raise awareness with our employees. It was also 
an opportunity to provide tips and advice on how they could 
contribute to environmental protection in their working life 
and at home. 

Compliance
A dedicated organisational unit monitors compliance with 
the rules for responsible corporate governance. The Compli-
ance Department is directly accountable to the Chairman of 
the Board of Management. The team headed by the Chief 
Compliance Officer defines the Group’s Compliance Guide-
lines and advises employees and sales partners on smooth-
running implementation. Employees at ERGO can also report 
any breaches of internal rules of conduct and statutory regu-
lations to an external ombudsman. This gives whistle-blow-
ers the opportunity to provide information anonymously to 
an independent third party. More than 100 mandatory com-
pliance and antitrust training sessions in 2013 contributed to 
achieving a clear understanding within the Company about 
which areas are compliant with the rules and which aspects 
constitute breaches. Information and assistance are pro-
vided throughout the Group on the national and interna-
tional ERGO Intranet. 

 Area  Code/Guiding Principle or Guideline

Sustainability strategy UN Global Compact
UN Principles for Sustainable Insurance (PSI)

Investments UN Principles for Responsible Investment (PRI)

Compliance ERGO Codes of Conduct for employees, executive employees, Members of the Board of Management  
and for the self-employed insurance agents
Code of Conduct for Sales of the German Insurance Association (GDV) (since 2013)
ERGO Incentive Guideline

HR German Diversity Charter
Munich Re Diversity Policy

Criminal business activity ERGO Framework Guideline for Anti-fraud Management

Environmental and climate  
protection

United Nations Environment Programme Finance Initiative (UNEP FI)
ERGO Environmental Guidelines

Purchasing and procurement ERGO Purchasing Guidelines with concrete sustainability elements

Corporate Governance – important codes, guidelines and regulations
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von Lackum: This relates to the clear and unambiguous obligation by ERGO not to 
restrict our activities to the pursuit of commercial success but also to harmonise 
the needs of our customers, employees, shareholders and the community at large 
with each other.

von Lackum: The business model of an insurance company is geared towards the 
long term. Sustainability is therefore a fixed component in the DNA of Munich Re, 
our parent company, and ERGO. This is particularly the case with our provision 
solutions, such as annuity or life insurance policies, but we also make long-term 
commitments to our customers in health insurance. This only works smoothly if 
they have full trust in us. And this is not simply about trust in our figures. Our cus-
tomers, our employees and other stakeholder groups expect us to keep risks under 
control consistently. By the same token, we are only in a position to achieve this if 
we keep all the dimensions of our actions in mind – i.e. economic, environmental 
and social aspects.

von Lackum: You might say that the objective is the concrete timetable we need in 
order to give substance to our Guiding Principles, given that they embody our sus-
tainable governance structure. The “CR in Business” project is a key component of 
our corporate strategy and comprises sub-projects that make a contribution to 
establishing sustainability aspects in our core business. “CR in Business” is carried 
out under the direct responsibility of the Chairman of the Board of Management, 
which highlights the importance of sustainability at ERGO. 

von Lackum: After we set up the project in 2011 and carried out an initial portfolio 
analysis, the next question was: Where are the most effective levers located? 
Where should we start? One criterion for defining parameters was the possibility of 
changing something quickly and effectively, and being able to make use of exist-
ing know-how at ERGO and at Munich Re. We therefore decided to initially focus on 

Mr. von Lackum, can you tell us in one 
sentence: What does ERGO understand 
by sustainable corporate governance?

What is the significance of  
sustainability for ERGO’s core business?

What objective is ERGO pursuing with 
the project “CR in Business”?

What are the key elements of the  
“CR in Business” project?

Lars von Lackum, 
Head of Group Development at the ERGO Insurance Group,  
on the implementation of sustainability in the core business

“Sustainability is the foundation for permanent trust in us 
and therefore the way to success. ERGO emphatically takes 
on this aspiration.”

 
Lars von Lackum

Interview
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the areas of customer advice and services, incorporating sustainability criteria into 
the product-development process and when underwriting risks, as well as in com-
pliance. 

von Lackum: During the course of 2013, we made good progress in all the sub-pro-
jects described. We therefore also established a platform for a holistic approach to 
providing advice to customers across Germany in parallel to the customer-centric 
restructuring of our sales operations. The “ERGO Kompass” facilitates a detailed 
analysis of the specific individual starting point of a customer and thereby provides 
the foundation for establishing or continuing sustainable customer relations. We 
also made further important advances in compliance management. We decided to 
establish a firm platform for environmental, social and economic aspects in prod-
uct development and underwriting guidelines during the course of 2014. However, 
we need to be clear that some of the changes we are talking about here will need 
far longer than one year to make a consistent impact.

von Lackum: You cannot change structures and processes at the touch of a button 
or by making organisational charts and designing PowerPoint presentations. Ulti-
mately, the major project, which we launched with the formulation of our Guiding 
Principles, is a project for change. There is a good reason why we are focusing on 
people. And at this point, I am primarily talking about our employees and our inde-
pendent sales agents. They are the people who will transform our objectives into 
reality. We can only succeed by taking a careful approach to changes, giving suc-
cesses a high profile and by creating trust in the course of this process. Every single 
individual at ERGO needs to recognise that sustainability is not simply a slogan or a 
little bit of image enhancement. Sustainability is the foundation for permanent 
trust in us and therefore the way to success. ERGO emphatically takes on this aspi-
ration.

von Lackum: An unqualified yes! ERGO has defined ambitious targets and is pursu-
ing these objectives with courage and consistent commitment – in the sure knowl-
edge that this route is highly challenging. This has made a big impression on me 
and it’s fun to be closely involved in this process!

Which milestones did you reach in the 
sub-projects in 2013?

Where do you see the biggest  
challenge?

Mr. von Lackum, I would like to finish by 
asking you a personal question: Would 
you recommend ERGO as an employer 
to your friends? And if so, why?

Lars von Lackum, Head of Group Development at the ERGO Insurance Group
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Customer-centric and visionary
As one of the biggest insurance groups in Germany and Europe we have a 
particular responsibility. We act in a forward-looking approach and we take 
responsibility. This also applies to our investments. 

ERGO is committed to ensuring its future-proof capability primarily by 
taking a consistent customer-centric approach. Knowledge about the 
requirements of our customers is the best enabler for this. This is the only 
way we can offer them customised and innovative insurance and provision 
solutions. 

We are using the group-wide project “CR in Business” to establish the 
principles of sustainability along our entire value chain.

Sustainable business practices

Thomas W. works in Product 
Development. He and other ERGO 
managers meet on a regular basis 
with members of the ERGO Cus-
tomer Advisory Board. We were 
the first major insurance company 
to set up this kind of board in 2011 
which invites our customers to 
make constructive criticism, and 
contribute ideas and proposals for 
improvement. This initiative is 
making our promise “To insure is 
to understand” a reality.

54,705 
interviews
with customers were carried out by 
ERGO in Germany in 2013.

17.0 
billion euros
of insurance benefits were rendered to  
our customers by ERGO in 2013.
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In 2011, we launched the “CR in Business” project together 
with our parent company Munich Re. Our objective was to 
use the UN Principles for Sustainability Insurance (PSI) as a 
framework to take account of the environmental, social and 
governance criteria – so-called ESG aspects – even more 
effectively in our core business. In 2012, the ERGO Board of 
Management adopted the areas of action and the corre-
sponding focuses:
•	 Sales: Introduction of additional instruments and meas-

ures for a structured, technically supported and holistic 
advisory process

•	 Compliance: Further expansion of the Compliance Man-
agement System at the ERGO Group (see section on 
“Strategy”)

•	 Marketing: Strategic market research among sustainably 
oriented insurance customers and products, and develop-
ment of a mode of communication to address this target 
group

•	 Insurance contracts/segments: Integration of ESG aspects 
and sensitive topics in the process of product develop-
ment and in the underwriting guidelines.

Initiative Future Sales
The objective of the “Initiative Future Sales” launched in 
2012 was to further improve customer advice and support 
for sales at ERGO in Germany. As a result, we further stand-

ardised our advisory processes (“ERGO Kompass”) over the 
year under review and strengthened basic and advanced 
training in this area. We also simplified the organisational 
structures. On 1 April 2014, ERGO merged the various sales 
organisations in Germany under the newly founded “ERGO 
Beratung und Vertrieb AG”. 

Taking account of sensitive issues
We are incorporating sustainability aspects in standard con-
tracts (tariff business) and in individual business (conditions 
negotiated on an individual basis, for example in business 
with major customers and group business). We take particu-
lar account of sensitive issues which cannot be combined 
with our fundamental concept of sustainable business prac-
tices. The ERGO Board of Management adopted a guideline 
where we made a commitment not to conclude any business 
with companies which produce, trade in or transport banned 
weapons. A joint CR Committee of Munich Re and ERGO regu-
larly provides all the relevant organisational units with an 
updated list of sensitive issues. The underwriting guidelines 
are reviewed in light of these issues and revised as neces-
sary. The ERGO CR Team is closely integrated within this pro-
cess. 

Sustainability in core business
We defined four areas of action within the framework of our “CR in Business”  
project in order to systematically implement sustainability in our core business. 

“ERGO Kompass” – specific survey of customer  
requirements 
The “ERGO Kompass” provides our sales agents with a 
standardised instrument for needs-based advice. They 
have the capability to selectively assess the needs of 
customers in online surveys and offer concrete propos-
als for tailor-made insurance cover.
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Surveying customer satisfaction, improving performance
We are consistently working on arriving at an even more pre-
cise determination of the most important indicators for cus-
tomer satisfaction. We use customer surveys to continuously 
record the most up-to-date opinions of our customers on our 
range of products and services so that we are in a position  
to derive potential areas for improvement from the results.  
A survey was carried out in 2013 of almost 55,000 customers 
who recently had a service experience with ERGO in Ger-
many. This provided us with information on issues such as 
whether they were satisfied with the time it had taken to 
process their inquiry. We also have a rolling programme dur-
ing the year of asking portfolio customers, who have been 
selected randomly, about whether they would recommend 
ERGO further.

Sustainable supplier management
Our Purchasing Department has developed a concept for sus-
tainable supplier management. Our aim is to define stand-
ards for the selection and evaluation of existing and poten-

The international companies in the ERGO Group have also 
made a commitment to carry out a customer survey at least 
once a year.

Customers in dialogue with the management
The representation of customer interests has proved a particu-
larly fruitful tool for dialogue at ERGO. The ERGO Customer 
Advisory Board covers the entire spectrum of our customers in 
Germany – in relation to contracts, places of residence, voca-
tions, age distribution and preferred sales channels. 25 mem-
bers contribute their perspectives and offer new ideas for pro-
cesses, products and services. This advice is given twice a year 
in the course of regular meetings of the Board, as participants 
in workshops and projects, or in brainstorming sessions at 
internal events. We have received a lot of good ideas in the 

tial suppliers which are also compliant with sustainability cri-
teria. This is why ERGO requires its service providers to 
comply with the principles of the Global Compact and to sign 
an anti-corruption agreement.

Our promise to our customers
“To insure is to understand” is our promise to our customers. We can only fulfil this 
promise if we know about their needs. ERGO deploys a large array of tools in order to 
engage in dialogue with customers.

The members of our Customer Advisory Board are important sources of ideas at ERGO. In April 2014, the committee started its second period of office after a 
new selection procedure.
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course of the first period of office, including suggestions for 
improving customer support, equal treatment of portfolio and 
new customers, and incentives to reward loyalty. In April 2014, 
the ERGO Customer Advisory Board started its second period 
of office after a further selection procedure and this Board will 
serve for three years. Silke Lautenschläger, member of the 
ERGO Board and in charge of Customer and Sales Services, 
also has the Customer Advisory Board within her portfolio of 
responsibilities.

An additional dialogue instrument is provided by the ERGO 
Customer Workshop. We ask customers questions on this 
Internet platform about current projects, ideas and develop-
ments. More than 4,000 participants are taking an active part 
in this forum. A concrete example for a proposal that was 
implemented: an extended online offer. Since 2013, German 
customers can go to www.ergo.de, put together their individ-
ual liability insurance and take out the policy online. More 
products are going to follow. 

Customer advocacy
One of the most frequent reasons for dissatisfaction among 
insurance customers is the sense that they have been 
treated unjustly. In cases like this, our customers can turn to 
our internal Quality and Complaints Management to try and 
get some answers. If customers feel that their concerns have 
not been adequately addressed, they can consult Ralf Königs 
and his team. In 2013, this department dealt with more than 
300 cases. A decision in favour of the customer was reached 
in around 70 percent of cases. The team also chairs the 
meetings of the Customer Advisory Board. It is also the cen-
tral contact point for the issue of “comprehensibility” and 
this responsibility also involves organising the Specialist Com-
mittee for Comprehensibility.

Around 6,800 
customers in Germany were asked in 2013 whether 
they were willing to recommend ERGO to friends or 
acquaintances.

Once again, our Baltic subsidiary was honoured as best 
insurer in the Baltic countries by the GfK Custom 
Research Baltic together with other organisations.

The ERGO Insurance Group in Ger-
many ranks among the prizewin-
ners of the German Service Prize 
2013. This was the third time that 
the Group was awarded the prize by 
the German Institute for Service 
Quality (DISQ), together with the 
news channel n-tv.

Approval or veto? 
The Specialist Committee for Comprehensibility ensures that writ-
ten communication with customers remains comprehensible or is 
made even more comprehensible. Since 2012, experts from dif-
ferent departments have been checking documents from the per-
spective of our customers.

10-10-90-90 – perfect benchmarks for comprehensibility 
A simple test – ten questions, ten participants, 90 seconds and 90 
percent target rate for correct answers – demonstrates whether 
customers really understand our product information. This was 
used for the first time when we were developing the new ERGO 
home contents insurance policy. Since 2013, the test has been a 
fixed element of the product development process at ERGO.
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Grade of “good” for comprehensibility
The aim is for our customers to understand us better. The first 
step towards this goal is to communicate in language that is 
comprehensible, for example in our letters and in the formula-
tion of our contractual conditions. In order to achieve this 
objective, our Clear-Language Initiative has provided employ-
ees and sales partners with some helpful tools to assist in 
communication. This includes some general rules for writing 
and the introduction of internal software for checking docu-
ments. Since the launch of this initiative, we have for example 
revised standard letters to our customers of several million in 
circulation and more than 170,000 text analyses were carried 
out. Today, around 13,000 ERGO employees in Germany are 
able to use the “Textlab” comprehension software. Our Clear-
Language Initiative is now part of the everyday routine for 
work at ERGO and this approach has been firmly established 
as an ongoing aspiration within the Company.

We regularly carry out streamlined quality assurance in a 
clearly defined process. We were the first company in Ger-
many to implement a comprehensive review of the compre-
hensibility of our communication by the German regional 
Inspection Agency TÜV Saarland in conformity with the ISO 
9001-2008 standard. This is not simply an evaluation of indi-
vidual documents or products but relates to all communica-
tion emerging from the ERGO Insurance Group in Germany. 

Right at the start, we were awarded the grade “good” (2.07). 
However, the TÜV also pointed out potential for improvement 
which we want to address.

International Guarantee of Understanding
The ERGO customer promise “To insure is to understand” 
applies to all the companies in the ERGO Group. For example, 
our subsidiary companies in Austria, Greece, the Baltic states 
and in Turkey improved the understanding of their customer 
communication with revised customer letters and docu-
ments. Theatre workshops were held in the Baltic countries 
with the aim of raising the awareness of employees and rep-
resentations of ideas in paintings were presented in Italy.

Closeness to the customer
The Internet is an important channel for contacting our cus-
tomers. We meet this customer need and we continuously 
build up our online support. For example, we use online “Dis-
covery Tours” to help our customers put together the individ-
ual modules of their private liability insurance. A range of dif-
ferent apps complement our digital service. “Understanding 
more” is an iPad app that we offer to enhance understanding 
of the ERGO world of insurance. Customers can also use it to 
get in contact with an ERGO sales partner in their vicinity. 
The ERGO motor claims app enables customers to send a 
claims notification to us directly from the location of the 
accident. And because provision in advance is better than 
aftercare following the event, ERGO cooperates with the Ger-
man Meteorological Service to provide an SMS warning ser-
vice about bad weather free of charge. Subscribers are able 
to take precautions in advance of the event and prevent 
claims. In 2013, ERGO and DKV bundled all the service appli-
cations under the respective individual brand in a single app. 
This gives our customers easy access to all mobile services.

Customer experience chain – product development 2.0
The starting point for each new product at ERGO is the cus-
tomer requirement. Determining this need starts at the 
beginning of each development of a new product. Product 

Management, Market Research and Marketing work closely 
together and develop customer experience chains. These 
describe what customers experience in the event of a claim – 
negative and positive aspects. Conclusions are then drawn 

Responsible insurance solutions
We define the roadmap for success and sustainability with innovative products. 
Customer requirements, such as environmental and social aspects, are already 
channelled into product development.

16.1 million 
people visited the German websites of the ERGO 
Group in 2013.
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with the objective of making our products even more cus-
tomer friendly. Several new developments are based on cus-
tomer experience chains like this, including the products 
“ERGO Unfallschutz” (accident cover) and “ERGO Hausratver-
sicherung” (home contents insurance). 

Aspects of sustainability are also being increasingly taken 
account of in our product development process for non-
standardised insurance policies. New products are being con-
cretely reviewed and assessed for social, environmental and 
governance criteria. 

Modern old-age provision
We are meeting the desire of our customers to purchase old-
age provision that can be tailored to different life phases with 
the products “ERGO Rente Garantie” (annuity guarantee) and 
“ERGO Rente Chance” (annuity opportunity). “ERGO Rente 
Garantie” offers significantly improved flexibility and a high 
level of security – while also offering good opportunities for 
yield. After a term of 15 years, a gross premium guarantee 
applies on the reference date and a life-long guaranteed 
annuity. “ERGO Rente Chance” provides similar flexibility.  
This product allows customers to take advantage of selected 
investment funds in order to derive more benefit from the 
opportunities offered by the financial market in line with the 
level of an individual customer’s risk affinity. Several funds 
with a sustainable investment strategy are available to 
choose from. A subsequent change from the opportunity to 
the guarantee version is possible at a later stage. ERGO has 
launched these products in order to meet the aspirations of 
customers who are looking for innovative provision solutions 
to counteract the sustained phase of low interest rates. The 
initial sales figures verify the appeal of the new products.

Protection against bad weather
Against the background of increasing prevalence of storms, 
ERGO customers may also insure their houses against addi-
tional natural catastrophes, such as flooding, alongside the 
usual perils like fire. On request, ERGO is providing cover 
which automatically adjusts to the annual development of 
construction prices so that customers’ buildings are always 
insured at the current value. 

Protection for professional athletes
A serious injury is a nightmare for a professional athlete. 
Months away from training and the uncertainty of whether 
they will be able to continue in their chosen career are conse-
quent mental and financial burdens. DKV has launched a 
new insurance policy on the market for professional athletes. 
If the athlete experiences injuries or contracts diseases, the 
insurance policy pays out reasonable sickness daily allow-
ance for this group of people. This kind of specific tariff is vir-
tually impossible to find in the market. It is primarily directed 
towards players in the main German leagues. Apart from 
football, the sports covered include ice hockey, basketball, 
handball and volleyball. More than 1,000 professional ath-
letes are covered with DKV at the moment.

Protection of the environment and new technologies
Today, issues relating to sustainability are playing an impor-
tant role in our product portfolio. In tariff business, we create 
incentives for environmentally friendly behaviour, for exam-
ple discounts for types of vehicle with low CO2 emissions. We 
also promote the production of renewable energies with spe-
cial insurance solutions. Two examples: our homeowners’ 
insurance automatically covers claims under the insured per-
ils – for example fire or storm – to photovoltaic, solar and 
heat-pump systems used for private purposes. Operators of 
heat-pump systems can also conclude a photovoltaic policy 
and a reduced-yield insurance with ERGO. These policies 

ERGO insures cultural capital Riga 
In 2014, Riga is the European Capital of Culture. As the 
official insurance partner, ERGO is supporting all the 
events being carried out over the course of the year. The 
unique aspect of this policy is that cultural events on this 
scale are being insured by a single policy for the first time.
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guarantee comprehensive cover, including theft, material 
defects and snow pressure, as well as the failure to achieve 
the expected annual energy yield for the system.

Growth field of emerging economies
ERGO develops insurance policies which are tailored to the 
financial situation and living circumstances of people in 
developing countries and emerging economies. For example, 
in India the German-Indian joint-venture company HDFC 
ERGO is offering a wide range of microinsurance policies, 
such as health, accident and fire insurance, in rural areas. 
Cooperations with local institutions have frequently been 

proven effective in reaching as many people as possible. 
These initiatives are often supported by non-governmental 
organisations and microfinance institutions.

On behalf of the Indian government, HDFC ERGO was the first 
private insurance company to launch a weather insurance 
policy for failed harvests on the market in 2010. Small farm-
ers are now able to take out this insurance policy in 14 out of 
28 states in India. The structure of this product is simple and 
a flat-rate payment is made to reduce the financial risks of 
failed harvests if a specified temperature or level of precipita-
tion is exceeded or not achieved. A total of 45 million euros 
of gross premiums were written in this segment during 2013. 

Maximum security is a top priority
The primary objective of our investment management is to 
be in a position to meet our commitments to customers at 
all times. Maximum security for investors is the objective for 
all lines of business. We also make a commitment to comply 
with environmental, social and governance aspects in the 
management of our investments. The group-wide framework 
for this objective is defined by the UN Principles for Responsi-
ble Investment (PRI), which Munich Re signed up to for the 
entire Group in 2006, and the General Investment Guidelines 
of our parent company. Concrete investment criteria are 
defined, including sustainability, broken down by investment 
classes.

In the interest of security for our customers, our investments 
focus on fixed-interest securities, such as government bonds, 
covered bonds or loans. Investments are also distributed 
among a range of different debtors – governments, banks 
and companies. In addition, we invest in real estate and also 
shares in companies.

Refined controlling system
The investments of ERGO are primarily managed by MEAG, 
the joint asset manager of ERGO and Munich Re. The com-
pany is one of the biggest investors in the European financial 

sector. A comprehensive, joint controlling system operated 
by ERGO and MEAG ensures that we meet the commitments 
to our customers over the long term. The ERGO early-warning 
system monitors compliance with the mandate specifica-
tions to MEAG every day. This takes account of investment 
categories, quality and thresholds.

Sustainable investments
ERGO invests more than half of the premiums received from 
customers in companies that take account of economic, ethi-
cal and environmental aspects. These companies are suc-
cessful while taking care of the environment and the com-
munity. We invest in shares and corporate bonds which are 
listed in sustainability indexes. We regularly analyse the fol-

Forward-looking management of investments
ERGO manages 126 billion euros of investments for its customers. We are meeting 
this responsibility by applying a forward-looking investment strategy. The lions’ share 
of our investments meets sustainable criteria.

86.1 % 
of our investments in fixed-interest securities 
are at least in the rating category A (strong) 
or better in 2013.
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lowing indices: Dow Jones Sustainability World Group Index, 
FTSE4Good, Advanced Sustainable Performance Index and 
Ethibel Sustainability Index. 

Government bonds are also reviewed using sustainability cri-
teria. The sustainability country rating of Munich Re is used to 
define these criteria and this rating is based on country-spe-
cific monitoring by analyst company Sustainalytics. All the 
other public institutions issuing interest-bearing investments, 
such as government companies, institutes or issuers of cov-

ered bonds are checked independently. For this purpose, we 
use the ratings of independent agencies, such as oekom 
Research.

We define appropriate guidelines for our asset manager 
MEAG so that investments always meet our requirements 
with regard to sustainability. And this proves to be a success-
ful approach: Our share and bond portfolios are largely made 
up of investments oriented towards sustainability.

Investments1

1 Deviations from the aggregated amount as a result of rounding differences

Investments of 126 billion euros

89 % of investments are fixed-interest 

securities (interest-bearing instruments).

Bank loans/
loan notes 
8.4 %

Corporate bonds 
5.7 %

Miscellaneous 6.2 %

Proportion of interest-bearing securities where the 

rating at least meets category A (strong) and better

Interest-bearing instruments sorted by category of 

security and current value

Government 
bonds 
 41.0 %

Covered bonds 
39.0 %

of which AAA  
43.5 %

of which AA  
30.6 %

of which A  
12.1 %
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Making the most of diversity

12.9
years is the average length of service 
for employees with our Group.

29,595 
salaried staff work at ERGO.

Different qualifications, experiences, cultures and mindsets – our employ-
ees contribute valuable diversity to the Company. We secure the future-
proof capability of ERGO by identifying and specifically activating the 
opportunities offered by diversity. 

Our life phase oriented HR policy is based on the creation of scope, the 
promotion of performance and development, and the retention of the 
health of our employees. With this approach, we strive to be perceived  
as a preferred employer in the insurance industry in the long term.

An ageing society is resulting in an increasing shortage of available special-
ist talent in the employment pool. This is presenting our sector and our 
Company with major challenges, too. A sustainable HR policy therefore 
means that ERGO has to devote major efforts to recruiting the best talent 
and ensuring that employees remain loyal to our Company.

Employees

Andreas R. is a manager at ERGO 
and works part-time. In 2012, ERGO 
launched a pilot project with eight 
managers in order to find out the 
pros and cons of part-time manage-
ment. ERGO supports employees in 
their efforts to get the work-life bal-
ance right – for example with flexi-
ble working-time models, home 
office packages or childcare. 



19Employees | Making the most of diversity

Getting the work-life balance right
Packages for childcare, sabbaticals or periods of leave of up 
to 12 months to care for family members are some of the 
opportunities that ERGO offers its employees so that they can 
get the work-life balance right. We also take account of the 
life phase they are currently in. This is because requirements 
for flexible working-time models are different. In Germany, 
our employees can extend the statutory parental leave for up 
to three years without losing their entitlement to a full-time 
post. 20.8 percent of our in-house employees and field staff 
take advantage of part-time models, the percentage of dor-
mant employment relationships is currently 3.3 percent.

Family-friendly – certified and prize-winning
In 2013, ERGO underwent the independent German Career 
and Family Audit “berufundfamilie”® for the fourth time. This 
certification carried out by the “beruf und familie gGmbH”, a 
subsidiary of the German non-profit “Hertie Foundation”, 
once again confirmed a family-friendly HR policy at our main 
German administration centres.

In 2013, the “Strategie Award” (strategy award) was con-
ferred for the first time at the “women&work” careers fair, 
Germany’s biggest careers fair for women. Companies in all 
sectors and of all sizes were able to apply for the award. It 
honours companies that have smart strategies for imple-
menting approaches that are friendly to women and families 
within the Company and are good at communicating these 
strategies in the outside world – this means that they posi-
tion themselves as an attractive employer. ERGO is one of 
five companies to receive the award. The Jury saluted the 
commitment to a family-friendly HR policy and acknowl-
edged the large number of tools and models for getting the 
work-life balance right.

Opinion of employees matters
ERGO carries out a survey throughout Germany in order to 
find out the issues that concern our employees. The survey is 
carried out every two years and the last survey was held in 
2012. Random questionnaires complement this effective tool 
during the intervening period. In 2013, 2,200 employees from 

Overview of life phases and needs
A future-oriented HR policy means supporting the work ability and dedicated  
commitment of our employees. We bear in mind the current life phases of  
individual employees and their specific needs.

Life-phase project with trainees
The Millennium Generation (or Generation Y), which 
today represents the next generation of employees is 
believed to be extremely concerned about scope for 
individual action and getting the work-life balance 
right between career and family. This is a good reason 
for ERGO to analyse these beliefs in a life-phase pro-
ject. Eight student trainees said that they were pre-
pared to define their personal and career goals for the 
next ten years and be part of an annual survey as part 
of the project. They are being supported by Katrin Pep-
linski, Project Manager and ERGO Equal Opportunities 
Officer. “Where are we going, what do we want to 
achieve and how are we going to get there?” The train-
ees from the Millennium Generation will have to 
answer these and other questions.

The participants in the life-phase project: Felix Malewski, Dorina Linssen, Philpp 
Koenen, Marius Bude, Katerina Urasov, Juan Fladl, Dagmar Brandes and Marvin 
Rielinger (from left).
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all divisions and segments were surveyed on a random basis. 
48 percent of employees participated – a feedback rate that 
we want to increase further.

The content focused on the following questions: How have 
things developed from the perspective of the employees?  
Is ERGO on the right track? Overall, interaction between  
colleagues and with managers was particularly positively 
evaluated. The random survey identified potential for 
improvement in a number of areas including cooperation  
in overarching and international projects.

Dedicated to respect 
ERGO is a signatory to the “Charta der Vielfalt” (Charta of 
diversity). This commits us to creating a working environment 
which is free from prejudices and exclusion. We value our 
employees – irrespective of their gender, nationality, religion, 
disability, age, and sexual orientation or identity. This aspira-
tion is underpinned by the ERGO Code of Conduct for all 
employees at all levels. It commits our employees through-
out the Group to observe appropriate principles of conduct 
and rules. One of the principles promoted is the prohibition  
of any form of discrimination and the code also regulates the 
notification of any breaches. The ERGO Award is an instru-
ment of respect which is conferred every year on employees 
who have made significant achievements.

Firmly established within the organisation
In 2011, the ERGO “Diversity” project was launched in order 
to raise awareness of diversity and to specifically promote 
the concept. Starting on 1 January 2014, we transferred the 
project work to the line responsibility of the “Change and 
Diversity” Department and this established it even more 
firmly within the Company. We raise the profile of diversity 
within the Company through individual initiatives and con-
crete examples. We regularly use all the communication and 
dialogue formats of ERGO for this purpose.

We are particularly concerned about equal participation in 
the workplace and support for people with disabilities and 
special needs. We have regulated this, among other docu-
ments, in a Group Company Agreement. Ensuring compliance 

Diversity contributes to success
The diversity that our employees contribute to ERGO is a success factor with poten-
tial. We provide scope for them for individual action and support their development. 
Diversity is part of corporate culture at ERGO.

Generation Workshop
The Generation Workshop was held by ERGO for the second 
time in October 2013. This time the 21 participants – employ-
ees from all generations and external experts – discussed 
flexible working hours and workplace conditions as well as a 
floating approach to taking time out from career. The final 
conclusion was unambiguous at the end of the process. The 
projects and programmes initiated at ERGO so far were eval-
uated positively. A large number of packages offer flexible 
support in the relevant life phases. The next Generation 
Workshop is planned for 2014.

Inclusion at D.A.S. Netherlands
During the year under review, D.A.S. Netherlands has made one million euros available for 
the conversion of barrier-free workplaces and the procurement of special aids within its 
organisation. The ERGO company has also been cooperating with the organisation “Emma 
at Work” since the end of 2013. This organisation helps young people who have been dis-
advantaged due to a long illness and disabilities to enter the employment market. One 
employee has already been given a job through “Emma at Work”. In 2014, we want to 
employ another four to five disabled employees with the assistance of the organisation.
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with this agreement and contributing to integration with spe-
cific measures is the function of our Severely Handicapped 
Employees Representatives. The Equal Opportunities Officer 
again supports equal opportunities and advises HR managers 
at all locations.

Promotion of women
The proportion of women in management positions at ERGO 
in Germany rose slightly in 2013 and currently stands at 21.8 
percent. However, we are not satisfied with this statistic. By 

Focus on management 
Identifying potential talent, promoting development, reward-
ing performance and preserving good health – if we are to 
achieve all these aims, we need a good management culture 

the end of 2020, we want to have increased this rate to at 
least 25 percent. Alongside the working-time model and the 
childcare packages, we have launched other messages for 
continuous support of women within the Company, including 
a mentoring programme. This is directed towards women 
employees who have potential for a management position. 
The participants work intensively for twelve months with rep-
resentatives of the executive management – primarily with 
Board Members – on their personal development in the Com-
pany. In 2013, the programme went into its third round. 

At the highest management level, we have also made pro-
gress with the spotlight on a more balanced gender ratio. 
With effect from 1 April 2014, Silke Lautenschläger was 
appointed as the second woman on the Board of Manage-
ment at ERGO Insurance Group. She is responsible for the 
new portfolio of Customer and Sales Services.

and managers who have been well-prepared to take on their 
individual functions. We have therefore bundled different 
activities into the “Focus Leadership” initiative. In autumn 
2013, we launched the so-called ERGO Management Triathlon. 

21.8 %
of management positions at ERGO in Ger-
many were occupied by women in 2013.

Promoting development, acknowledging performance
At ERGO we have a comprehensive basic and advanced training programme directed 
towards promoting our employees and sales partners at all hierarchical levels and in age 
classes. A transparent pay structure ensures that performance is appropriately rewarded.

Making diversity tangible
Experiencing diversity at ERGO on a practical level was on the 
agenda at the Gender Week held in Düsseldorf in November 2013. 
Around 120 participants attended a variety of workshops and 
addressed various issues about combining family and career. Experts 
and employees were available to answer questions, including some 
fathers who had taken advantage of the opportunity to work part-
time or to use the childcare model at ERGO. The participants also 
had the opportunity to shadow departmental managers for a day 
and gain insights into the functions carried out by a manager. A plat-
form discussion was held with external experts and the workshop 
mentor Dr. Bettina Anders, Board Member of ERGO, focusing on 
issues relating to gender-compliant team leadership.

F.l.t.r.: Bianca Boudein (Diversity Manager, ERGO), Nina Bess-
ing (Moderator, EAF Berlin), Katrin Peplinski (Diversity Man-
ager, ERGO), Dagmar Brück (Head of Change und Diversity 
Management, ERGO), Lisa Berg (HR Manager, ERGO).
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Some 2,600 managers from ERGO in Germany – from team 
leader to Board Member – pass through this mandatory, 
multi-stage development programme. The participants learn 
how to implement the “ERGO Guiding Principles on Leader-
ship” in their routine work every day. Alongside the ERGO 
employee survey, other tools allow us to measure the effec-
tiveness of this initiative. In November 2013, we introduced 
“Upward Feedback” for the first time. This is a systematic, 
anonymous assessment of all managers by their employees. 
The “Management Review” also enables executive managers 
to compare the image they have of their management com-
petence with the assessment of their senior managers.

Advanced training at all levels
ERGO offers its employees across all hierarchies a comprehen-
sive advanced training programme. In 2013, our in-house 
employees and field staff in Germany attended advanced 
training on more than 61,000 participant days. Our independ-
ent sales partners also took advantage of our comprehensive 
training sessions with focuses on service and advisory exper-
tise. They attended training courses on 21,781 participant 
days. Online packages are becoming increasingly important, 
such as our e-Campus, a very popular learning platform in 
Germany with a wide range of e-learning modules. 

ERGO also takes part in the sector initiative of the German 
Insurance Association “Well advised – Advanced training for 
insurance agents in Germany” in order to maintain the qual-
ity and relevance of advanced training for insurance agents 
at a high level over the long term.

Around 400 new trainees again
We offer advanced training that finishes with a qualification and 
safeguards young talents in our workforce. In 2013, around 400 
young people started their training again at ERGO in Germany. 
99 of them started as in-house trainees, 197 started at ERGO 

sales offices and a further 97 made a start in agencies of our 
sales partners. After reorganisation of our internal structures in 
recent years, training now has a stronger focus on the field ser-
vice. On 31 December 2013, a total of 1,294 young people com-
pleted their vocational training at ERGO or one of our agencies. 
The training rate amounted to 5.8 percent in the year under 
review. 

In addition to vocational training, we also offer the opportunity 
to engage in a twin-track degree to study the subjects of insur-
ance and finance, business IT and insurance sales.

Fair and commensurate compensation
The remuneration structure at ERGO is organised within a 
transparent framework, and pay in Germany includes a range 
of supplements and special payments on top of the basic sal-
ary. An attractive company pension scheme is also part of 
the package. The salaries for pay-scale employees working at 
German locations is based on the German collective agree-
ment for the insurance industry. ERGO is also a member of 
the Employers’ Association for Insurance Companies in Ger-
many and therefore applies the corresponding collective 
agreements. The remuneration strategy for the management 
is based on a specific incentive system designed to support 
the commitment of Board Members and executive manage-
ment to creating added value. The share of remuneration 
based on the sustainability of business success rises with the 
hierarchical level of a Board Member or a member of the 
executive management.

2.2 
advanced training days on average were 
attended by our German sales partners.

Annual Best Programme for former trainees
In January 2013, ERGO launched the Annual Best Programme. This is 
a promotion programme for former trainees working in-house who 
completed their training with outstanding results and then success-
fully passed through a multilevel selection procedure. Since then, the 
first 13 participants have taken part in different modules for personal 
and specialist development. In February 2014, the second round 
started for the Annual Best Programme with ten former trainees.
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Quality and efficiency enhancement in sales
The “Initiative Future Sales” launched in 2012 was directed 
towards sustainably improving the quality and efficiency of 
sales in Germany (see also section on “Sustainable business 
practices”). The objective was to standardise various advisory 
and service approaches, to reduce complexity and to bring 
down costs. With this aim in mind, the previous five sales 
organisations were merged to form two units. This reorgani-
sation involved a reduction of around 1,100 jobs (status: end 

of 2013). Due to intensive cooperation between employer 
and employee representatives, an acceptable solution from 
both social and entrepreneurial perspectives could be 
achieved for all employees whose jobs no longer existed or 
where their workplace changed. Notices of dismissal for 
operational reasons resulting from the restructuring were 
therefore avoided. Fair early-retirement, redundancy pack-
ages and a hardship committee ensured a socially accepta-
ble conclusion to the proposed restructuring.

Harmonising work and health
Company healthcare promotion at ERGO pursues the objec-
tive of harmonising work and physical as well as mental 
health. Key elements of our diverse packages are the topics 
of nutrition, exercise, managing stress and preventing addic-
tions. The majority of our employees work in our domestic 
German market, and five company doctors and a social 
worker are specialised in providing assistance in acute cases 
and giving support and advice to employees on all issues 
relating to health.

Nutrition
Each dish served in our canteens has information about calo-
ries, nutritional values and allergens for anyone interested in 
nutritional information. A traffic light system developed by 
nutrition doctors makes it easier to make an assessment as 
employees select their meal. Since 2013, our employees have 
also had the opportunity to take part in the Weight Watchers 
Programme at a reduced price. On the basis of the principle 
“Balanced nutrition needs to be learnt”, tips for healthy foods 
and cookery courses complete our measures for good nutri-
tion.

Exercise
For just two euros a month, ERGO employees can engage in 
physical exercise. ERGO Sports is one of the biggest company 
sporting associations in Germany and we offer more than 40 
different types of sport and other activities. Around 5,000 
members make use of the wide range of opportunities avail-

able – for example team sports, like football or volleyball, as 
well as individual disciplines like golf, athletics, aerobics and 
yoga. 

Stress management
In order to maintain an internal equilibrium, ERGO offers its 
employees programmes for relaxation and stress manage-
ment at virtually all its locations in Germany. The assistance 
offers are always individual and range from a one-to-one dis-
cussion, a session with several people, or group training ses-
sions and seminars. The “Tropho Training” relaxation pro-
gramme is an example: Seven exercise steps selectively relax 
body and mind. And since September 2013, the slogan in 
new courses at the bigger ERGO locations has been: “Opti-
mistically mastering the stress of career and life”.

Prevention of addiction
Addiction diseases are even more of a taboo subject at work 
than they are in private life. Getting information and assis-
tance quickly and securely is therefore even more important. 
Since 2013, we have been offering assistance easily and 
anonymously on our ERGO Intranet. The pages provide infor-
mation about various aspects of addiction and help individu-
als to recognise whether they might be at risk themselves. 
Tips on dealing with the situation for a colleague or supervi-
sor can also be found in the internal network. In 2014, we are 
also planning to hold an addiction advice week at all the 
major locations.

Healthy all-round
The work ability of our employees and their health are directly linked to each other. 
This is why we are committed to looking after the health requirements of employees 
in all phases of their life and career.
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Preserving natural resources

13 locations
of ERGO in Germany, the United Kingdom and  
Ireland are certified in conformity with ISO 14001.

9.8 %
less direct energy was consumed in Germany  
during 2013 and we therefore once again 
improved the climate balance of ERGO.

Environmental protection and resource conserving action have been an 
integral part of the sustainability strategy at ERGO for many years. We 
want to make a contribution to preserving natural resources for future 
generations. A five-stage plan envisages business operations at the ERGO 
Group worldwide being carbon neutral by 2015. 

Strategic instruments and selective measures contribute to target attain-
ment at all levels. This includes our dedicated Environmental Guidelines, 
the ERGO environmental management system based on the ISO 14001 
standard and relevant certifications, and lists of concrete target measures 
at the individual locations. As a service company, the major keys to success 
are in the reduction of energy consumption, also by our employees – that’s 
why we actively promote their environmentally aware behaviour.

Environment

Simone S. is one of many employ-
ees at ERGO who regularly cycle 
to work. ERGO supports this by 
providing its own infrastructure – 
for example secured bicycle racks, 
solar-powered bicycle pump sta-
tion, or changing rooms. This is 
our way of promoting mobility for 
our employees that conserves 
resources – one of many levers 
used for climate and environmen-
tal protection at ERGO. 
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Implementation of group-wide carbon neutrality in stages by 2015

2011

Major sites  
in Germany 2012

All sites  
in Germany 2013

Major sites  
in Europe 2014

All sites  
in Europe  
(International 
process con-
solidation1) 2015

Group-wide
carbon neutrality

Baseline year 
2009

Comprehensive integration, concrete targets
We have defined our commitment to environmental and cli-
mate protection in the ERGO Code of Conduct valid through-
out the Group. This is supplemented by a group-wide frame-
work in environmental management. This is based on the 
ISO 14001 standard. Nationally valid Environmental Guide-
lines ensure attainment of Group targets that we have 
defined within the framework of the sustainability strategy of 
ERGO for the area of action environment by 2015. These are: 
•	 Global carbon neutrality, 
•	 Reduction of CO2 emissions per employee by ten percent 

(compared with 2009), 
•	 Coverage level of the group-wide environmental manage-

ment system for 75 percent of our employees.

Reporting and certifications
The ERGO Group currently has 13 locations certified in con-
formity with the international environmental standard 
ISO 14001. In 2013, Hamburg was added to make eight  
large locations in Germany. Outside Germany, five locations 
of DAS UK in the United Kingdom and Ireland have been 

awarded the certificate: Bristol, Caerphilly, Dublin, London 
and Manchester. Measured by the number of employees, cer-
tification in conformity with ISO 14001 covers 63.8 percent  
of the employees in Germany and 42.2 percent group-wide. 
In 2014, we defined the goal of continuing to expand regular 
communication between environmental managers along 
with environmental reporting at international level. 

In addition to the locations already certified in conformity 
with ISO 14001, the structures and processes to achieve and 
measure environmental targets are currently being estab-
lished internationally, i.e. in the following companies: ERGO 
and D.A.S. Austria, ERGO Belgium, ERGO Italy, ERGO Hestia 
Poland, ERGO Russia and ERGO Turkey. The basis for this is 
our group-wide framework in environmental management. 

CO2 emissions further reduced
Since 2012, we have had carbon-neutral operations in Ger-
many for the CO2 emissions generated in the areas of energy, 
water, printing and copy paper, waste and business trips. We 
also succeeded in reducing our CO2 emissions in Germany 

Avoiding burdens, raising people’s awareness
Reduction, substitution and compensation of CO2 emissions and raising the aware-
ness of our employees are the strategic levers for reducing the environmental 
burdens of our actions to a minimum.

1 The establishment of a standard reporting process for climate data at our international locations is a key challenge 
for attaining our group-wide carbon neutrality. In order to ensure a valid database, we defined international process 
consolidation as the new milestone for 2014.
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once again compared with 2012 (see environmental indica-
tors). Modernisation measures at the locations of Hamburg 
and Cologne and an associated reduction in energy con-
sumption accompanied by a further reduction in the fuel 
consumption of our business car fleet made a significant 
contribution to this decline. ERGO Italy and Austria as well as 
DAS in the United Kingdom and D.A.S. Austria now have car-
bon-neutral operations. In April 2014, we achieved the third 
stage of our five-stage plan for carbon neutrality.

Consistently reducing energy consumption
We achieve carbon neutrality primarily by consistently reduc-
ing energy consumption and covering the energy requirement 
from renewable energies. Numerous location-related meas-
ures contribute to this objective, for example the purchase of 
green electricity or the operation of our own thermal power 
stations. We are also modernising our building technology, 
replacing PCs with energy-saving network computers and 
installing highly energy-efficient telephone systems and light-
ing. In 2013, the air-conditioning technology of the Hamburg 
location was upgraded to the most advanced technical status.

Mobile and environmentally friendly
Closeness to the customer is a fundamental principle of 
ERGO and primarily requires a personal presence for sales on 
location. We require all drivers of business cars in our work-
force to participate in a training course for environmentally 
aware and safe driving, and we have been consistently con-
verting our vehicle fleet to fuel-saving automobiles. Although 
our volume of business journeys has increased compared 
with 2012, we have succeeded in again reducing the fuel 
consumption of our automobile fleet. Supplementary meas-

ures for environmentally friendly mobility include carbon-free 
rail travel, and the expansion of video and web conference 
infrastructure at our locations.

Twin effect with bicycle and shuttle
In the summer of 2013, ERGO again took part in the national 
campaign “Going to Work by Bicycle”. The campaign was ini-
tiated by state health insurer “Allgemeine Ortskrankenkasse 
AOK” and the “Allgemeiner Deutscher Fahrrad-Club” (Ger-
man Cyclist’s Organisation), and a large number of employ-
ees accepted our challenge to take part. The goal was to 
cycle to work for at least 20 days irrespective of the weather. 
We were therefore promoting the health of our employees 
and fostering environmental protection. A twin advantage – 
in this case lower costs and less CO2 – is also provided by the 
airport shuttle introduced in October 2013. It is available to 
employees of the Düsseldorf ERGO Head Office three times 
on every working day.

Less water, paper and waste
Our environmental management at ERGO is directed towards 
reducing the daily consumption of water and paper. In 2013,  
this contributed worldwide to an average of 14.5 cubic metres or 
29 kilograms for each employee. 54.5 percent of the printer and 
copier paper used in 2013 was recycled paper. We give our 

DAS UK – certification in conformity with the Carbon Trust Standard
At international level, DAS UK is particularly effective in implementing our strat-
egy of carbon neutrality. In 2013, the company implemented numerous 
energy-efficiency measures at individual locations. For example, a photovoltaic 
plant was installed at the Head Office in Bristol. Following a successful startup, 
the company is currently analysing whether this technology will also be used at 
other locations. DAS UK has been certified in conformity with ISO 14001 and 
the international Carbon Trust Standard. The company is also committed to the 
initiative “Bristol Green Capital”. The objective is to be recognised as “European 
Green Capital” by the European Commission.

14.3 %  
per 100 km less fuel was consumed by  
the ERGO business car fleet in Germany  
by comparison with 2012.
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employees tips on avoiding and separating waste so as to reduce 
the amount of waste and achieve the highest possible rate of 
recycling back into the material cycles.

Promotion of regenerative energies
We compensate for CO2 emissions which are generated in 
the course of our business operations and cannot be avoided 
or reduced by purchasing corresponding CO2 certificates. 
When we select certificates our priority is that, apart from 
avoiding CO2 emissions, they should also exert positive effects 
on the local infrastructure and population. The following cli-
mate protection projects were sponsored by ERGO in 2013:
•	 Construction of a geothermal plant near Jakarta, Indonesia
•	  Construction of a wind farm in the province of Shandong, 

China
•	  Construction of a solar-power system in Gujarat, India
•	  Providing the local population with efficient ovens and 

thereby reducing deforestation in Kampala, Uganda

Raising awareness is active environmental protection
We believe that an important lever for active environmental 
protection is informing our employees and raising their 
awareness. A wide range of different campaigns takes place 
at all our locations over the year. This enables employees to 

find out which concrete measures ERGO contributes to pres-
ervation of resources. They also receive tips on how they can 
adopt an even more environmentally friendly approach at 
work and in the home. The experts at the Corporate Climate 
Centre of our parent company Munich Re explain the interplay 
between climate change, extreme weather conditions and 
insurance claims. In 2013, a nationwide roadshow on the 
ERGO CR Info Days paid a visit to our locations in Berlin, Ham-
burg, Cologne, Mannheim and Munich with these experts. Our 
employees were given the opportunity to test energy-efficient 
LED lamps and car-sharing packages for private use.

Sponsored by “EnergieAgentur.NRW” (energy agency of 
North Rhine Westphalia), the “Energy Advice Mobile” came to 
our Cologne location at the beginning of 2014. Expert engi-
neers used models, displays and lots of opportunities in con-
versations to explain how to use energy efficiently. A special 
service was provided for anyone who brought along their 
electricity and energy bills and had a little time to spare. 
They were then given a personal energy consumption check. 
On 23 March, ERGO took part in the worldwide campaign 
Earth Hour 2013. Punctually at 20.30 all the lights at our Düs-
seldorf Head Office went out for an hour to provide a tangible 
signal for climate protection.

Biodiversity on our roofs
In 2013, the ERGO Cologne location was awarded first place in the “Firmen-
Gärten” (Company Gardens) competition. The state of North Rhine-Westphalia 
thereby acknowledged the work of companies from the Cologne region whose 
company gardens have ecological, social and aesthetic aspirations. The Jury 
was mainly convinced by the combination of internal and external design and 
the dimension of our company garden which is made up of roof terraces with 
a large variety of plants and landscaped inner courtyards.

Environment week at the Hamburg location
An environment week was held in November 2013 prior to the certification of 
the ERGO Hamburg location and a great deal of organisational input was pro-
vided by the Environment Working Group. Tours through the building gave 
employees insights into the concrete measures being taken by ERGO to pro-
mote environmental protection. This issue was the topic for a photo campaign 
by trainees: What is our Company doing for environmental protection and 
how can we do even more to make a difference? External service providers 
were also integrated, such as Deutsche Bahn and car-sharing provider car2go.
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Giving encouragement, 
achieving goals

We want to use our social commitment to help disadvantaged people to 
have the courage to achieve their personal targets. They too should have a 
fair opportunity to develop their full potential in life and work. We are 
particularly keen to promote children and young people in the areas of 
“Education” and “Social projects”. However, we also help people who have 
encountered a crisis situation through no fault of their own. 

It does not matter whether companies in the ERGO Group help with finan-
cial resources, our employees donate money, or they become involved as 
voluntary helpers. We make a contribution on the ground in small ways, 
big ways and different ways by adopting concrete measures to make a 
difference and change situations for the better. We adopt a pragmatic and 
results-oriented approach, and we favour projects designed for the long 
term.

Society

192 projects were promoted throughout Germany in 2013.

Petra T. and her colleagues have 
once again been packing lots of par-
cels with presents for needy young 
children and teenagers from the 
Romania area of Arad – they man-
aged a total of 437 parcels alto-
gether. They were responding to the 
request for donations from the staff 
organisation “ergo: wir helfen e.V.” 
(ergo: we help). Alongside social  
projects, our social commitment 
focuses on the subject of education.
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Innovative education initiatives
In 2013, ERGO continued to support the establishment phase 
of the online platform “Bildungsstifter” (Education Sponsors). 
This organisation brings together particularly effective edu-
cation innovations with partners willing to provide sponsor-
ship and we are continuing to promote this. In future, we 
want to shift the focus even more strongly to direct promo-
tion of projects for school children in order to make the bene-
fits directly tangible for individual school students. Innova-
tive approaches for improved opportunities and new chan-
nels for education continue to remain the focus for the social 
engagement of ERGO.

ERGO Foundation 
Since 1999, the ERGO Foundation “Jugend & Zukunft” (Youth 
& Future) has played a special role in our commitment to the 
promotion of education. The endowed assets of the founda-
tion now amount to 8.3 million euros and the foundation 
provides support for non-profit and public organisers of pro-
jects. In 2013, around 30,000 euros were channelled into ini-
tiatives offering children and young people assistance to help 
themselves. This included the project “Job Locomotive” 
which helped socially disadvantaged young people to 
develop their career perspectives. The foundation also 
focuses on innovative education concepts. The aim of the 
education prize offered throughout Germany in 2013 is to 
empower fledgling projects with potential for development. 
The winners will be decided and the prizes awarded in 2014. 
During the year under review, the online community “Serlo” 
created by the “Gesellschaft für freie Bildung e.V.” (Society 
for free education) received a special prize. This platform pro-
vides school children with professional learning software free 
of charge alongside useful educational learning materials 
(www.serlo.org).

Making a difference in a crisis
An insurance policy helps when people are in a crisis situa-
tion. This is part of our business and the second focus of our 
social engagement where we provide humanitarian aid fast 
and effectively. The biggest donation campaign in 2013 was 
for the benefit of the flood victims in Germany. The joint initi-

ative of the employees, the association “ergo: wir helfen” 
(ergo: we help) and the ERGO Group generated a total of 
105,000 euros. The money was used for evacuations, provid-
ing emergency accommodation and provisions for the flood 
victims in the area suffering from serious flooding. The 
remaining funds will be used to assist in reconstruction. 

Committed ERGO employees
The non-governmental organisation “ergo: wir helfen” (ergo: 
we help) was created by the workforce and it provides valua-
ble social commitment mainly for children who need help 
and care. Around 4,600 employees – active and former 
employees of ERGO and sales agents – waive the cent 
amounts in their salary and commission statements and/or 
donate a maximum of 1.50 euros a month. ERGO makes a 
commitment by doubling the donations collected in this way 
and supports the work of the association. In 2013, 73 pro-
jects were sponsored with a total of 140,337 euros.

Empowering people
The social engagement of the ERGO Group is primarily intended to empower people 
to take responsibility for their own lives and for others. We make education the focus 
because this is the best way of achieving our objective.

354,553 euros for social projects

1,455,581 euros for promoting education

Expenditure in 2013 for community projects in Germany
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For the local community
The community engagement of ERGO makes concrete contributions to opening up 
new perspectives for people in a large number of countries. A number of examples 
of the projects supported by our international units in 2013 are described on this 
Corporate Citizenship Map.

1

4

3

5

2

3 Greece – Keeping fit and helping
ERGO Greece has made a commitment to the “Ladies Run” 
for the second time. This is an initiative in Athens where all 
competitors are women. An ERGO Team also takes part. 
Along with providing financial support, ERGO also insured all 
the runners. The money raised in 2013 was donated to the 
DESMOS organisation which used it to provide more than 
2,000 gynaecological medical check-ups for women who 
can’t afford medical treatment. 

1 Germany – Access to classical music
Subjects which move young people, unusual dramatization, 
live cameras and the Düsseldorf Symphony Orchestra: At first 
glance, 3-2-1 IGNITION at the “Junge Tonhalle” (youth concert 
hall) in Düsseldorf is a contradictory concept. This concert 
series takes young people closer to classical music. ERGO has 
been supporting the project since 2009. During the year under 
review, we have provided 40,000 euros in sponsorship for the 
performances “Psst, brauchst Du was zum Ballern?” (Hey, do 
you need something to make a noise?), “The Mozart Code” 
(The Mozart Code) and “Großstadtrauschen” (Big City Noise).

2 Lithuania – Creative app for safe driving
The app developed by ERGO Lithuania evaluates the driving 
style of the user from the perspective of a child. GPS is used to 
measure and reward values for speed, braking and acceleration. 
Once drivers have scored 100 points, they receive a reduction in 
an ERGO insurance policy. This campaign was launched in 2013 
and within a very short space of time we have reached 90 per-
cent of all automobile drivers in Lithuania aged from 18 to 41 
years.
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5 Republic of Moldova – Giving children a new home
190 orphaned children and teenagers abandoned by their 
parents from the Republic of Moldova have found a new 
home in the “Children’s Town” in Pîrîta. Around 100 employ-
ees of volunteering organisation CONCORDIA give young peo-
ple a future. D.A.S. Austria and its workforce have been pro-
viding sponsorship for the organisation with regular donation 
campaigns for the past 14 years. The company matches the 
donations made by the employees to double the money they 
give. A total of 44,000 euros was collected in this way. 

Our engagement online
We provide an online presentation of 
other projects relating to our international 
community engagement on our website:  
www.ergo.com/responsibility

6

4 Slovakia – Help for families of seriously ill children
Families of seriously ill children from the region around Brati-
slava are given 24/7 assistance free of charge by the Plamie-
nok organisation. The package of help ranges from medical 
and psychological support to leisure activities. D.A.S. Slovakia 
and its employees have sponsored these activities since 
2011. A large number of employees annually donate two per-
cent of their tax to Plamienok. D.A.S. also supports the organ-
isation with legal protection insurance free of charge and 
pays the monthly telephone charges for the organisation. 

6 China – Broadening horizons with books
Reading fiction and reference books widens people’s hori-
zons. This is the objective of the “Reading Corner” project run 
by ERGO in China. In 2013, ten Reading Corners were set up 
at six villages in Shandong Province in 2013. They each have 
more than 300 books and are provided with furniture. The 
Reading Corners are positioned in publicly accessible places 
like schools. In 2014, another eight Reading Corners are 
scheduled to be installed.
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Our key financial figures
With a consolidated Group result of 436 million euros, ERGO attained a positive result in 2013. At 18.1 billion euros, turnover 
from premium income was, however, on the decline. The situation in the life insurance segment was difficult in the entire 
market and we were unable to offset this trend entirely through turnover. On the other hand, the very pleasing consolidated 
Group result was achieved thanks to contributions from all business segments.

Facts and figures

Platform for corporate 
responsibility
We make use of detailed indicators in the areas of finance, employees, environment 
and society to render our performance and progress in sustainability transparent 
and measurable. These key figures form the platform for systematic development of 
our corporate responsibility.

 
 

2013

 
 

20121

Change  
compared with 

previous year (%)
Total premium income € million 18,132 18,562 –2.3

Gross premiums written € million 16,770 17,091 –1.9

Expenses for claims and benefits (gross) € million 16,999 17,562 –3.2

Investment result € million 4,959 5,268 –5.9

Operating result € million 732 958 –23.6

Consolidated result € million 436 290 50.2

Investments € million 126,440 125,400 0.8

Technical provisions (net) € million 124,184 120,884 2.7

Equity € million 4,622 4,572 1.1

Total premium income by business segment

 
2013

 
2012

Change  
compared with 

previous year (%)
Life (Germany) € million 4,537 4,754 –4.6

Health € million 4,840 4,932 –1.9

Property-casualty (Germany) € million 3,267 3,138 4.1

Direct Insurance € million 1,156 1,212 –4.6

Travel Insurance € million 455 460 –1.1

International € million 3,877 4,066 –4.6

Total € million 18,132 18,562 –2.3

Notes
1 Previous year’s values adjusted in conformity with IAS 8.
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Our key employee figures
Our aim is to promote the diverse potential of talent in our workforce of nearly 30,000 employees in every life phase. In 2013, 
we expanded our database for employee indicators on an international scale – for example in relation to the age structure of 
our workforce. In 2013, the average age at 42.1 years once again rose. The clear aging trend of our employees highlights the 
need for an HR policy based on life phases and age-specific requirements.

During the year under review, the database for the indicators of age structure and type of employment for our employees was 
extended to international companies and salaried field staff. A comparison with the years 2012 and 2011 is therefore not 
possible. The indicators for in-house staff in Germany from previous years can be accessed online under “Facts & figures” at 
www.ergo.com/responsibility.

International employee indicators of the ERGO Group1

2013 2012 2011
Total employees 29,595 29,768 31,311

Employees by region in % Germany 62.9 64.5 63.0
Rest of Europe 36.8 35.3 34.1
Other non-Germany 0.3 0.3 2.9

Employees by function In-house staff 24,240 24,166 25,352
Salaried field staff 5,355 5,602 5,959
Self-employed field staff 15,983 17,862 19,087

Proportion of women and men in % Total women 57.0 56.9 56.4
Total men 43.0 43.1 43.6

Women in management positions in % 30.8

Length of service in years 12.9 12.2 11.4

Average age in years 42.1 41.3 40.6

Age structure in % Employees under 30 16.7

Employees between 30 and 50 62.3

Employees over 50 21.0

Employees by type of employment in % Full-time employees 75.8

Part-time employees 20.8

Dormant contracts of employment 3.3

Key employee figures for the ERGO Group in Germany

2013 2012 2011
Women in management positions in %1 Women 21.8 21.4 21.0

Number of trainees Incl. trainees in agencies 1,294 1,485 1,551
Excl. trainees in agencies 1,052 1,212 1,252

Ratio of trainees to total working staff in % 5.8 6.5 6.5

Employees with serious disabilities2 1,0571 6883 6183

Sickness leave rates in %3 6.7 6.5 5.7

Fluctuation rate in % 6.31 4.13 7.53

Cost of further training per employee, in € 683 682 791

Days of further training per employee 3.8 3.3 3.7

Notes
1 In-house staff and salaried field staff
2 Incl. those employees classified as equivalent to employees with serious disabilities
3 In-house staff
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Our key environmental figures
We have introduced a systematic environmental management system and corresponding data gathering with the aim of 
reducing our environmental footprint. Data collection is being expanded across the Group on an ongoing basis. In 2013, we 
were able to increase the degree of coverage of our environmental indicators once again. The certified environmental man-
agement system now covers 42.2 percent of the workforce in the ERGO Group and 63.8 percent of employees in Germany – 
almost twice as much as in 2010. We have adjusted the indicators from previous years to reflect the improved database.

Data coverage in % of employees

2013 2012 2011
Paper 84.1 85.2 79.2

Direct energy consumption 79.1 65.8 59.9

Electricity 80.6 70.8 64.6

Indirect energy consumption 78.1 66.3 57.5

On-site heat generation 78.8 65.4 58.7

Water 80.2 70.0 63.9

Waste 78.8 68.3 62.3

Transport 83.9 87.0 84.3

In 2013, donations totalling 75,000 euros were made to German political parties, with equal shares being given to the CDU 
(Christian Democratic Union), CSU (Christian Social Union, Bavaria), SPD (Social Democratic Party), Grüne (Green Party) and FDP 
(Free Democratic Party). Membership dues paid to organisations linked to political parties amounted to 18,000 euros.

In 2013, we were able to improve our climate balance by carrying out various modernisation activities at the locations. These 
included conversion measures at the Cologne site, which led to a reduction in the amount of waste generated by 29 percent. 
Since 2013, we have been generating climate-friendly solar energy at a newly installed solar plant at the DAS location in Bris-
tol, United Kingdom. Although the number of kilometres driven on business trips has increased, fuel consumption was signifi-
cantly reduced in 2013. This was brought about by environmentally-favourable driver training and modernisation of the vehi-
cle fleet. The heating requirement increased significantly during the year under review due to the cold winter in 2012/2013. 
Increased quantities of waste in 2012 mainly resulted from conversion and refurbishment measures at locations in Germany – 
particularly in Düsseldorf. Noticeable changes relating to indirect energy consumption in the area of district cooling and heat-
ing have come about due to the expansion of the scope of our data gathering. 

Expenditure on donations and social sponsoring activities
We want to strengthen the community we live and work in by helping people to develop the full potential of their talents. In 
2013, we increased our expenditure on commitment to the community and increasingly supported education projects – 
because they form the strategic focus of our donations and social sponsoring activities.

Expenditure for donations, memberships and sponsoring

2013 2012 2011
Science/Education € 1,137,581 816,901 576,707

Charity projects € 354,553 268,715 478,493

Health/Sport € 238,000 304,770 276,065

Music/Culture € 80,000 112,881 121,946

Total € 1,810,134 1,503,267 1,453,211
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Key environmental figures1

2013 2012 2011
Total paper consumption in t 857 983 1,043

Paper consumption per employee in t2 0.03 0.03 0.03

Proportion of total materials used that is  
recycled in t3

467 467 635

Proportion of paper used that is recycled 54.46 47.53 60.88

Direct energy consumption in gigajoules (GJ) 642,401.55 691,002.24 794,687.20

Direct energy consumption by primary  
energy source in GJ

Natural gas 202,150 308,390 383,022

Natural gas consumption for CHPs4 439,182 381,895 410,491
Heating oil 0 0 467
Fuel for emergency generator 979 717 707
Solar energy 99 0 0

Direct energy consumption per employee in GJ 21.71 23.21 25.38

Indirect energy consumption in GJ 584,749 509,617 587,366

Indirect energy consumption by primary  
energy source in GJ

Electricity purchased from outside 
the Company

115,503 141,725 175,938

Green electricity purchased 180,557 160,032 188,626
District refrigeration 26,979 16,819 15,599
District heating 261,710 191,041 207,203

Indirect energy consumption per employee in GJ 19.76 17.12 18.76

Total water withdrawal by sources in m³ 5 429,118 452,986 519,670

Water consumption per employee 14.50 15.22 16.60

Greenhouse gas emissions in kg 99,656,941 103,654,786 115,199,310

Greenhouse gas emissions by scope in kg Scope 16 45,921,716 48,078,746 54,537,518
Scope 27 42,470,790 40,681,781 48,165,027
Scope 38 11,264,431 14,894,259 12,496,765

Greenhouse gas emissions per employee in kg 3,367 3,482 3,679

Waste in t 7,476 9,616 7,867

Waste by type and method of disposal in t Recycled materials 4,769 4,481 4,113
Incinerated waste 1,333 1,593 1,580
Landfill 472 509 533
Specialist waste disposal for  
reuse/recovery

173 48 169

Compost 467 633 1,242
Other waste 261 2,352 229

Waste per employee in t 0.25 0.32 0.25

Business travel in km 108,827,644 106,397,943 117,641,194

Business travel per employee in km 3,677.23 3,574.24 3,757.18

Notes
1  The expansion of data recording is primarily focused on the international sites of ERGO and this has in turn exerted impacts on indicators  

because the calculation of consumption has been carried out on the basis of an expanded and improved data collection.
2 Includes printer and copy paper
3 Relates to recycled paper for printers and photocopiers
4 Thermal power station with combined heat and power technology
5 Only tap water is used.
6 Includes direct energy and business travel by car
7 Includes indirect energy
8 Includes paper, water, waste, and business travel by air and rail
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Targets and measures

Target Period Measures (up to 30 March 2014)
Business
Integration of sustainability 
criteria in the core business

Ongoing Progress in the project “CR in Business”:
•		Insurance	contracts:	Systematic	integration	of	ESG	aspects	(environmental,	social	and	governance	

criteria) in the underwriting guidelines (test phase 2013)
•		Product	development:	Systematic	review	and	evaluation	of	each	new	product	on	the	basis	of	 

ESG criteria (test phase 2013)
•		Preparation	of	position	papers	on	sensitive	topics	for	the	business,	e.g.	of	a	Banned	Weapons	 

Guideline (adopted in 2013)
Expansion of customer  
orientation

Ongoing •		Expansion	of	customer	surveys	to	all	customer	contact	points	in	Germany	and	introduction	of	a	 
systematic feedback process for improvement

•		Establishment	of	a	central	division	for	bundling	customer-centric	functions	(launch:	1	April	2014)
•	Expansion	of	digital	customer	services
•		Selection	of	members	for	the	second	term	of	office	of	the	ERGO	Customer	Advisory	Board	from	April	2014
•		Systematic	integration	of	customer	interests	in	product	development
•		Standardisation	of	a	universal	advisory	approach	in	sales,	comprehensive	analysis	of	customer	needs	

with technical support 
Responsible investment Ongoing •		General	Investment	Guidelines	of	Munich	Re	and	UN	Principles	for	Responsible	 

Investment (PRI) as orientation framework (since 2006)
Ensuring compliance with 
guidelines

Ongoing •	Adoption	of	the	German	Insurance	Association	(GDV)	Code	of	Conduct	for	Sales	(July	2013)
•	Implementation	of	69	compliance	training	sessions	for	managers	(2013)
•		Information,	advice	and	monitoring	by	in-house	Compliance	Department	in	the	Division	of	the	Chair-

man of the Board of Management (since 2012)
Employees
Increasing employee  
satisfaction

Ongoing •		Random	survey	of	around	2,200	employees	(2013)	complements	the	comprehensive	survey	carried	
out every two years

Women in 25 % of manage-
ment positions in Germany

2020 •	Proportion	of	women	in	management	positions	at	21.8	%	in	Germany	(2013)
•	Mentoring	programme	for	female	managers	in	Germany	takes	place	for	the	third	time	(2013)
•	Gender	Week	for	raising	the	awareness	of	employees	at	the	Düsseldorf	location	(2013)

Improving work-life balance Ongoing •		German	Career	and	Family	Audit	“berufundfamilie”® successfully implemented at the administrative 
locations for the fourth time in succession (2013)

•		Continuation	of	the	pilot	project:	Part-time	management	–	reduction	in	working	hours	for	managers	
(since 2012)

•		Continuation	of	flextime	models	to	help	employees	get	the	work-life	balance	right	(e.g.	conversion	 
of one-off payments into leisure time or part-time work for a fixed period)

•		Initiation	of	a	life-phase	project	with	8	trainees	and	second	Generation	Workshop	(2013)	for	 
developing HR policy geared to life phases

Raising the awareness of 
employees for sustainability

Ongoing •	Roll-out	of	CR	Info	Days	to	the	locations	Hamburg,	Berlin,	Cologne,	Mannheim	and	Munich	(2013)

Promotion of employees by 
basic and advanced training

Ongoing •		Introduction	of	development	programme	“Focus	Leadership”	for	managers,	“Upward	Feedback”	for	
management assessment by their employees and new talent identification process (2013)

•	Start	of	an	Annual	Best	Programme	for	the	promotion	of	former	trainees	(2013)
•		Participation	in	the	industry	initiative	of	the	German	Insurance	Association	“Well	advised	–	Advanced	

training for insurance agents in Germany” (2013)
Environment
Group-wide carbon neutrality 
and reduction of energy and 
resource consumption

2015 •	Business	operations	in	Germany,	Italy,	Austria	and	the	United	Kingdom	are	carbon	neutral	(2013)
•		Modernisation	of	climate,	heating	and	cooling	technology	at	the	Cologne	(completed	in	2013)	and	

Hamburg locations (under construction)
•	Start	of	standard	operations	for	a	second	thermal	power	station	at	the	Düsseldorf	location	(2013)
•		1,400	PCs	replaced	by	energy-saving	network	computers	throughout	Germany	(by	March	2014);	 

replacement of 10,000 PCs planned by 2015 
•	Conversion	of	company	vehicle	fleet	to	fuel-efficient	vehicle	classes	(2013)
•		CO2 certificates purchased amounting to 53,000 tons (1 January to 31 December 2013, for Germany, 

Italy, Austria and the United Kingdom)
•	Expansion	of	the	recording	of	environmental	indicators	at	the	international	locations

Coverage level of 75 % of 
employees by the environ-
mental management system

2015 •		Certification	for	the	Hamburg	location	in	2013,	this	means	that	8	German	locations	and	5	DAS	 
locations in the United Kingdom and Ireland have been certified, 42.2 % of all employees covered by 
the Environment Management System certified in conformity with ISO 14001

Society
Promotion of education Ongoing •		Education	projects	sponsored	with	a	total	of	1,455,581	euros	in	Germany	 

(1 January to 31 December 2013)
Support for social projects Ongoing •		Support	of	projects	for	people	in	need	with	a	total	of	354,553	euros	and	73	social	projects	with	a	total	

of some 140,733 euros by “ergo: wir helfen e.V.” (ergo: we help) in Germany
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Indicator Status Refer to
Strategy and analysis

1.1  Foreword by the Chairman of the Board of Management or Chairman of the  
Supervisory Board

p. 1

1.2 Key sustainability impacts, risks and opportunities pp. 1, 4 – 9, 36

Profile of organisation

2.1 Name of organisation p. 2

2.2 Primary brands, products or services pp. 2/3

2.3 Structure of organisation pp.	2/3;	Annual	Report	2013	pp.	140	–150

2.4 Location of organisation’s headquarters pp. 2/3, 41

2.5 Countries with main focus of business activities p.	3;	www.ergo.com/international

2.6 Nature of ownership and legal form p.	3;	Annual	Report	2013	p.	136

2.7 Markets pp.	2/3;	www.ergo.com/international

2.8 Scale of organisation pp.	2/3,	32/33;	Annual	Report	2013	pp.	48	–	50

2.9 Significant changes in the reporting period p.	32;	Annual	Report	2013	pp.	19	–	22

2.10 Awards received pp. 1, 13/14, 19

Report parameters

3.1 Reporting period p. 41

3.2 Date of most recent previous report p. 41

3.3 Reporting cycle p. 41

3.4 Contacts p. 41

3.5 Procedure for selecting content of the report p. 41 (The sustainable focuses of the report were 
defined on the basis of the four strategic areas of 
action for ERGO – sustainable business practices, 
employees, environment and society.)

3.6 Accounting boundaries of the report p. 41

3.7 Limitations on scope of the report p. 41

3.8 Joint ventures, subsidiaries, outsourced operations pp. 2/3, 41

3.9 Data measurement techniques and bases of calculations pp. 32 – 35

3.10 Re-statements of changes in information pp. 33/34

3.11 Changes in scope, boundaries of report, methods of measurement pp. 32 – 35, 41

3.12 GRI Content Index pp. 37 – 39

3.13 External auditing for report The report was not audited by external auditors.
Corporate governance, commitments and engagement

4.1 Governance structure Annual	Report	2013	pp.	6	–	8,	14/15; 
www.ergo.com/de/Unternehmen/Overview/ 
Corporate-Governance/ERGO-Satzung  
(available in German only)

4.2 Independence of the Chair of the Supervisory Board Annual Report 2013 pp. 14/15

4.3 Governance body for corporate governance Annual Report 2013 pp. 14/15

4.4  Mechanisms for employees and shareholders to provide recommendations or direction 
to the highest governance body 

Annual Report 2013 pp. 14/15

4.5  Linkage between remuneration for highest governance bodies, senior managers and 
executives, and the organisation’s performance

p.	22;	Annual	Report	2013	pp.	7,	134

4.6	 Mechanisms	for	avoidance	of	conflicts	of	interest	 pp. 6/7

4.7 Qualifications of the members of the highest governance body pp. 6/7 (Nomination committee in existence)

4.8 Guiding principles, codes of conduct and other principles pp. 6/7, 11 –12

4.9 Monitoring of sustainability performance by the highest governance body pp. 6/7

4.10 Procedures for evaluation of sustainability performance of the highest governance body pp. 6/7

GRI index
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Indicator Status Refer to
4.11 Precautionary principle Annual Report 2013 pp. 31 – 41

4.12 Externally developed charters, principles or initiatives pp. 6/7

4.13 Memberships pp. 6/7, 11, 16, 22

4.14 Stakeholder groups engaged pp. 1, 7, 41

4.15 Selection of stakeholders pp. 1, 7, 41

4.16 Approaches to stakeholder engagement pp. 1, 7, 12 –14, 18 – 20, 22, 41

4.17 Stakeholders’ questions and concerns pp. 12 –14, 19/20, 22

Economic performance indicators

MA EC Management approach pp.	2/3,	10	–12,	14	–16,	32;	 
Annual Report 2013 pp. 10 –13, 18 – 22

EC1 Economic value generated and distributed pp.	32,	34;	Annual	Report	2013	pp.	48	–	50

EC2 Financial impact of climate change pp. 14 –16

EC3 Scope of the organisation’s defined social benefits p.	22;	Annual	Report	2013	pp.	106	–111

EC8 Infrastructure investments and services provided for public benefit p. 16

EC9 Type and extent of indirect economic impact pp. 14 –16

Environmental performance indicators

MA EN Management approach pp. 6/7, 24 – 27, 35/36

EN1 Materials used by weight or volume pp. 34/35

EN2 Percentage of materials used that are recycled pp. 34/35

EN3 Direct energy consumption by primary source pp. 34/35

EN4 Indirect energy consumption by primary source pp. 34/35

EN5 Energy saved pp. 25/26, 34/35

EN6 Energy-efficient products and services pp. 13 –16 (Not possible to compile indicators here.)

EN7 Initiatives for reduction of indirect energy consumption pp. 24 – 27, 36

EN8 Total water withdrawal pp. 34/35 (Only tap water is used.)

EN16 Direct and indirect greenhouse gas emissions pp. 34/35

EN17 Other indirect greenhouse gas emissions pp. 34/35

EN18 Initiatives for the reduction of greenhouse gas emissions pp. 24 – 27, 35/36

EN22 Waste by type and disposal method pp. 34/35

EN26 Initiatives to mitigate environmental impacts of products and services pp. 11, 14 –16, pp. 24 – 27

EN29 Environmental impacts of transporting products pp. 24 – 27 (In contrast to manufacturing compa-
nies, goods transport is not relevant to an insurer.)

Social performance indicators

1. Labour practices and decent work

MA LA Management approach pp. 6/7, 18 – 23, 36

LA1 Workforce by employment type, employment contract and region p. 33

LA2	 Workforce	fluctuation	 p. 33 (No further collection of data according to 
other criteria.)

LA5 Minimum notice periods regarding significant operational changes We comply with local and national statutory  
disclosure periods and obligations.

LA7 Injuries, occupational diseases, lost days p. 33 (As a financial services provider, the risk of  
accidents at work and work-related deaths is low.)

LA8  Preventive health care, availability of advice and counselling in relation to  
serious diseases

p. 23

LA10 Average hours of training p. 33

LA11 Skills management and programmes for lifelong learning pp. 21 – 23

LA13 Diversity of employees and governance bodies pp.	20/21,	33,	36;	Annual	Report	2013	pp.	14/15
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Indicator Status Refer to
2. Human rights  

MA HR Management approach pp. 6/7, 12, 20/21

HR1 Investment agreements which include human rights clauses pp. 6 – 9

HR6 Operations identified as having significant risk for incidents of child labour, forced or  
to compulsory labour and measures taken to contribute to the elimination of such
HR7 incidents

This issue has low relevance for ERGO given its core 
activities as an insurance group. ERGO is active in 
countries where such labour practices are prohibited 
by law. Our companies are therefore not exposed to 
major risks. Nevertheless, the fact that the parent 
company Munich Re has joined the Global Compact 
constitutes a clear signal that ERGO will not tolerate 
breaches of human rights such as child labour and 
forced or compulsory labour, or infringements of the 
rights of indigenous people.

HR9 Incidents of violations involving the rights of indigenous people

3. Society

MA SO Management approach pp. 6/7, 28 – 31

SO2 Business units analysed for risks relating to corruption p. 7 (The guidelines are available to download on 
the Internet.)

SO3  Percentage of employees trained in organisation’s anti-corruption policies and  
procedures

p. 7 (The guidelines are available to download on 
the Internet.)

SO5 Public policy positions and participation in public policy development and lobbying p. 34 (Participation in public policy development 
and lobbying is managed by our parent company 
Munich Re and the Group Legal/Governmental  
Affairs department. The focuses of lobbying work 
are on issues relating to national, European and  
international legislation for supervision of the  
insurance industry. See also http://www.munichre.
com/corporate-responsibility/de/facts-and-figures/
reporting/GRI-global-compact/index.html)

4. Product responsibility

MA PR Management approach pp. 10 – 17

PR3 Principles on product labelling pp. 12 – 14

PR5 Customer satisfaction pp. 12 – 14

PR6 Adherence to laws, standards and voluntary codes related to advertising pp. 12 – 14

Indicators specific to the financial sector

FS1 Policies with environmental and social components pp.	6/7,	11	–	12;	www.ergo.com/de/Unternehmen/
Overview/Corporate-Governance

FS2 Procedures for assessing and screening environmental and social risks pp.	6	–	9,	11	–	12,	16	–	17;	 
Annual Report 2013 pp. 31 – 41

FS3  Processes for monitoring customers’ implementation of and compliance with  
environmental and social requirements included in agreements and transactions

pp. 6/7

FS4  Improving staff competency to implement environmental and social policies and  
procedures

pp. 6/7, 27

FS5  Interactions with customers/investors/business partners on environmental and social 
risks and opportunities

pp. 7, 11 – 16

FS6 Percentage of the portfolio for business areas p. 32

FS9 Audits to assess implementation of environmental and social policies pp. 6/7, 11/12

FS11 Assets subject to environmental or social screening pp. 16/17

FS13 Access points in sparsely populated or economically disadvantaged areas p. 16

FS14 Initiatives to improve access to financial services for disadvantaged people p. 16

FS15 Policies for the fair design and sale of financial products and services pp. 12 – 15

Notes:
 A complete report is provided on the GRI indicator.  A partial report is provided on the GRI indicator.  A report is not provided on the GRI indicator.
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If you have any questions about 

corporate responsibility at the ERGO Group, 

you are welcome to contact us:

ERGO Versicherungsgruppe AG

Corporate Responsibility (CORD)

Heike Poganaz

Victoriaplatz 2

40198 Düsseldorf

Germany

Tel. +49 211 477-3088

Fax +49 211 477-2456

heike.poganaz@ergo.de

You can go to our internet portal and find 

out more about corporate responsibility at 

www.ergo.com/responsibility

Published by
ERGO Versicherungsgruppe AG

40198 Düsseldorf, Germany
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akzente kommunikation und beratung gmbh, 

Munich

English translation
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Contacts and imprint

Our third Sustainability Report provides our stakeholders with information on how we make our corporate 

responsibility a reality, the progress we have made, and what we are still working on. An open stake-

holder dialogue forms the platform for determining the key sustainability issues and measures for ERGO. 

International standards 
Reporting is based on the guidelines of the Global Reporting Initiative (GRI, Initiative for developing 

guidelines on sustainability reporting) in the G3 version and the Financial Services Sector Supplement. 

The GRI has audited and confirmed compliance at Level B. Another important guideline for the report is 

provided by the ten principles of the United Nations Global Compact. ERGO is part of the Munich Re 

Group, which signed up to these principles in 2006. The relevant Communication on Progress is posted in 

the CR portal of Munich Re and updated every year (www.munichre.com/corporate-responsibility).

Reporting period and limits
The reporting period covers the year 2013. All the statements relate to the entire ERGO Insurance Group 

and its companies. We make it clear if only parts of the Group are being described, and specify the cov-

erage rate for key figures and indicators where relevant. Important events up to 31 March 2014 have 

been included in the report to reflect current developments. 

Any use of the male form in this report is for purposes of readability and includes female and male gen-

ders in designations relating to persons throughout. The report is published every year in German and 

English. We provide continuous and newsworthy information on sustainability at ERGO in our portal on 

corporate responsibility at www.ergo.com/responsibility.

About this report

Printed with Saphira Eco

http://www.akzente.de/
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